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FOREWORD 

The National Education Policy (NEP) 2020 envisions an education system that 

is deeply rooted in India's cultural heritage and achievements, while also 

preparing students to effectively engage with the challenges and opportunities 

of the 21st century. This aspirational vision is built upon the National 

Curriculum Framework for School Education (NCF-SE) 2023, which outlines 

a comprehensive approach to education across various stages. In the early 

stages, the NCF-SE 2023 fosters the holistic development of students by 

focusing on the five dimensions of human existence, known as the 

pañchakoshas, creating a solid foundation for further learning. 

High-quality vocational textbooks play a vital role in bridging practical skills 

and theoretical knowledge. 

These textbooks must balance direct instruction with opportunities for 

hands-on experience, helping students to apply what they learn in real-life 

settings. The National Council of Educational Research and Training (NCERT) 

is providing such high-quality teaching-learning resources. A team of experts, 

educators, and practitioners have collaborated to develop these vocational 

textbooks to ensure students are well-prepared for the demands of their 

chosen fields. 

The textbook on E-commerce Delivery Associate for Grade 11 introduces 

students to essential concepts in delivery operations, supply chain processes, 

customer service, and workplace ethics, while also highlighting the growing 

importance of the e-commerce sector in today’s economy. It aims to equip 

students with practical skills, such as sorting and handling shipments, using 

tracking systems, managing handovers, and reporting delivery issues, so that 

they are well prepared for the job role of E-commerce Delivery Associate. The 

textbook also emphasises values such as integrity, punctuality, safety 

awareness, and customer focus, which are crucial for maintaining service 

quality and trust in delivery operations. 

In addition to textbooks, it is important to encourage students to explore other 

learning resources, such as observing logistics operations, engaging in 

simulated delivery activities, and participating in workshops on safety and 

ethics. Teachers and parents play a vital role in guiding students as they apply 

their learning in real or simulated e-commerce environments. 

I am grateful to all who contributed to the development of this vocational 

textbook and look forward to feedback from its users to make future 

improvements. 
 

New Delhi       Dr. Dinesh Prasad Saklani 

July, 2025                    Director  
 National Council of Educational  

Research and Training 
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ABOUT THE TEXTBOOK 

The textbook for E-Commerce Delivery Associate is a comprehensive resource 

designed to prepare students for the fast-paced and evolving field of e-

commerce logistics. An E-commerce Delivery Associate plays a crucial role in 

the logistics and delivery chain of e-commerce operations. They are 

responsible for ensuring that products ordered by customers are delivered 

accurately, on time, and in good condition. Their primary responsibilities 

include handling packages, delivering them to customers, picking up return 

packages, reconciling shipments, and handling cash-on-delivery 

transactions. The role also involves maintaining high standards of customer 

communication and adhering to the company’s guidelines on integrity, ethics, 

safety, and security. The content of this textbook is meticulously aligned with 

the National Occupational Standards (NOSs) to equip students with the 

essential knowledge, skills, and competencies required to perform effectively 

in this job role. 

The student textbook has been developed with the contribution of the 

expertise from the subject and industry experts and academicians for making 

it a useful and inspiring teaching-learning resource material for the vocational 

students. Adequate care has been taken to align the content of the textbook 

with the National Occupational Standards (NOSs) for the job role of E- 

Commerce Delivery Associate, so that the students acquire necessary 

knowledge and skills as per the performance criteria mentioned in the 

respective NOSs of the Qualification Pack (QP). The textbook has been 

reviewed by experts so as to make sure that the content is not only aligned 

with the NOSs, but is also of high quality.   

The textbook for E- Commerce Delivery Associate is structured to 

comprehensively cover the essential aspects of the role, ensuring a practical 

and theoretical understanding of key responsibilities. It is divided into four 

Modules, each addressing critical areas to prepare students for effective 

performance in the logistics sector. 

The textbook is divided into five key modules. Module 1, Introduction to E-

Commerce Delivery Associate, offers a foundational understanding by 

comparing e-commerce and traditional retail delivery models, defining the 

roles and responsibilities of delivery associates, introducing supply chain and 

logistics fundamentals, and emphasizing the importance of customer 

satisfaction in e-commerce delivery. Module 2, Handling and Sorting of 

Shipments, focuses on the practical aspects of shipment management, 

including understanding various shipment types, implementing efficient 

sorting procedures, utilizing tracking systems, and adopting best practices for 

secure and effective handling of shipments. Module 3, Handover and 

Reporting Delivery Issues, explores critical operational processes, such as 
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managing the handover process, maintaining accurate company receipts, 

efficient reporting of delivery issues, and adhering to proper documentation 

and return policies, ensuring smooth operations. Module 4, Integrity and 

Ethics in Operations, highlights the importance of maintaining integrity and 

ethical practices. This unit delves into data security, ethical decision-making, 

compliance with industry standards, and adherence to a professional code of 

conduct, fostering trust and reliability in operations. Module 5, Health, Safety, 

and Security Norms, emphasizes the critical role of health, safety, and 

security procedures in the workplace. It covers protocols for handling 

hazardous goods, emergency preparedness, inspection and compliance, and 

the implementation of the 5S system to ensure operational efficiency and 

safety while addressing reporting violations. 
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Associate Professor  

Department of Business and Commerce  
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MODULE 1:  INTRODUCTION TO E-COMMERCE 

DELIVERY ASSOCIATE 

An E-commerce Delivery Associate plays a key role in the last mile of online 

shopping, ensuring customers receive their purchases efficiently and on time. 

These associates are the face of the company during deliveries, bridging the 

gap between digital transactions and real-world service. Delivery Associates 

are responsible for picking up packages from warehouses or distribution 

centres, planning the most efficient delivery routes, and delivering items safely 

to customers' doorsteps. They often use mobile apps to track and update 

delivery statuses, communicate with customers, and confirm successful drop-

offs. 

Delivery Associates represent the customer experience aspect of e-commerce, 

as they may handle special instructions, manage returns, and respond to any 

immediate customer inquiries. Their work is crucial for companies aiming to 

offer a smooth, reliable shopping experience. In addition, they are often 

required to adhere to schedules, maintain high standards for handling goods, 

and ensure vehicle safety. As e-commerce continues to grow, the role of 

Delivery Associates becomes increasingly essential to meeting customer 

expectations for speed, accuracy, and convenience in online shopping 

deliveries. 

This module is divided into four sessions. The first session comprises of E-

commerce and traditional retail delivery. The second session deals with role 

and responsibilities of an E-commerce delivery associate. The third session 

discusses about supply chain and logistics fundamentals. The last session 

includes customer satisfaction in E-commerce. 
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SESSION 1: E-COMMERCE AND TRADITIONAL RETAIL 

DELIVERY 

E-commerce, or electronic commerce, is the buying and selling of goods and 

services over the Internet. It allows businesses and individual retailers to 

conduct transactions digitally without needing a physical store. It helps 

businesses reach global markets, operate 24/7, and reduce overhead costs 

compared to physical stores.  

Customers can browse, compare, and purchase products conveniently from 

any location. With advancements in technology, e-commerce increasingly 

includes features like AI personalization, mobile optimization, and seamless 

user experiences. 

DEFINITION OF E-COMMERCE 

“E-commerce means electronic commerce refers to the buying and selling of 

goods or services using the internet." It includes online transactions, like 

payments, which require a platform to complete these transactions. E-

commerce operates through digital platforms, allowing businesses to market, 

sell, and deliver products or services to customers globally, without the need 

for a physical storefront.  

CHARACTERISTICS OF E-COMMERCE 

E-commerce has the following characteristics:  

1. Online Transactions: E-commerce helps the customer in all processes, 

from browsing the products to payment which takes place over the 

Internet.  

2. Convenience: The e-commerce facility is available 24/7, which means 

24 hours a day, 7 days a week, to help customers shop anytime and 

anywhere. 

3. Variety of Models: There are various business models that work in a 

business environment.   

a. Business-to-Consumer (B2C): A business sells directly to 

consumers through online while using online mode. For example, 

Amazon, Flipkart, Meesho etc.  

b. Business-to-Business (B2B): Businesses sell the products to other 

businesses. For example, eBay, Government e-marketplace (GeM). 

c. Consumer-to-Consumer (C2C): Consumers sell the products to 

other consumers. For example, OLX. 

d. Consumer-to-Business (C2B): Consumers sell services or goods to 

businesses. For, example Fiverr (Freelance Services Marketplace), 

Social Media Influencer, bloggers etc. 
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4. Digital Payments: Transactions are simplified through digital payment 

systems, such as credit or debit cards, digital wallets, UPI payments 

(Unified Payment Interface payment).  

E-commerce has transformed how businesses operate, offering scalability, 

global reach, and enhanced customer experiences. 

IMPORTANCE OF E-COMMERCE IN MODERN RETAIL 

E-commerce plays a crucial role in modern retail by transforming the way 

businesses interact with customers and deliver products and services. E-

commerce is very important for modern-day retailers to encourage their 

business fulfil customer needs and satisfy them. Fig. 1.1 shows the 

importance of E-commerce in modern retail. 

 

Fig. 1.1: Importance of E-Commerce in Modern Retail 

1. Wider Market Reach: E-commerce helps modern retailers reach global 

customers, breaking geographical boundaries. Even small businesses 

can compete with larger enterprises by adopting e-commerce business 

in international markets. 

2. 24/7 Availability: Online stores remain open 24/7, allowing 

customers to shop at their convenience. This increases sales potential 

and accommodates customers in different time zones. 

3. Cost-Effectiveness: E-commerce reduces operational costs, such as 

rent and utilities for physical stores. Automated processes like 

inventory management and customer service enhance efficiency. 

4. Enhanced Customer Experience: E-commerce platforms use 

customer data to analyse and offer personalized recommendations. 
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Customers can browse, compare, and purchase products without 

leaving home. Integration of various digital payment methods simplifies 

transactions and enhances customer experience. 

5. Expandability: E-commerce allows retail businesses to expand quickly, 

adding new goods or services with minimum cost. Retailers can adapt 

to seasonal demand or sudden increases in sales without significant 

changes. 

6. Data-based Understanding: Retailers gain access to valuable customer 

data, such as preferences and buying behaviour. Understanding this 

data informs marketing strategies, inventory management, and product 

development. 

7. Omni channel Integration: E-commerce supports retailers, seamless 

integration with physical stores, offering options like “Buy Online, Pick 

Up In-Store” (BOPIS). Customers enjoy a similar experience across all 

touchpoints.  

8. Environmental Impact: E-commerce helps consumers by reducing the 

need for physical stores and printed materials for display. It can be 

more sustainable for the environment. Advancements in logistics and 

packaging improve efficiency and minimize waste. 

9. Adapting to Consumer Trends: The rise of mobile shopping, social 

media marketplaces, and voice-activated search are easily integrated 

into e-commerce platforms. E-commerce adapts quickly to changing 

technologies and consumer preferences as per customer trends. 

10. Competitive Edge: Businesses with a strong e-commerce presence can 

outperform competitors who rely solely on traditional retail methods. It 

allows retailers to implement fast delivery options, such as same-day or 

next-day shipping, enhancing customer satisfaction. 

E-commerce is not just a complementary channel but a necessity for modern 

retailers. It provides opportunities to grow, innovate, and remain competitive 

in an increasingly digital marketplace. 

KEY PLAYERS IN THE E-COMMERCE INDUSTRY 

The e-commerce industry in India has experienced exponential growth, driven 

by increasing internet penetration, smartphone usage, and digital payment 

adoption. There is list of key players in the Indian e-commerce industry shown 

in figure 1.2 are as follows 
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1. Amazon India: Amazon India is one of the biggest 

players in the E-commerce Industry. It is a Business-

to-Consumer (B2C) business model in India. Amazon 

has a wide range of products, including electronics, 

fashion, groceries, and more. The unique feature of 

Amazon is its robust logistics network (Amazon 

Transportation Services), services like Amazon Prime 

for fast delivery and streaming, and Amazon Pay for 

seamless transactions. 

2. Flipkart: Flipkart is a Business-to-Consumer (B2C) 

business model that focuses on Electronics, fashion, 

home essentials, and groceries. It is owned by Walmart 

and leverages global expertise. Flipkart has a large 

customer base with strong regional penetration. It has 

adopted the best strategies, like the Flipkart Plus 

loyalty program and Big Billion Day sales. 

3. Myntra: Myntra is also one of the best platforms for 

fashion and lifestyle. It is a Business-to-Consumer 

(B2C) business model. The unique strengths of Myntra 

are organised collections of apparel, accessories, and 

footwear, strong brand collaborations and exclusive 

launches and advanced personalization features in its 

mobile app.  

4. Reliance Retail (Ajio and JioMart): Reliance Retail is one of the 

growing players in the market. It is a Business-to-Consumer (B2C) 

types of business model that focuses on Groceries (JioMart), fashion 

(Ajio), and electronics. Reliance retail focuses on integration with 

Reliance's physical retail network, competitive pricing and regional 

reach, and provide Jio’s telecommunications platform for promotions. 

 

5. Tata Group (Tata Cliq, BigBasket, Croma):  Tata is one of biggest 

business groups in India. It is a Business-to-Consumer (B2C) type of 

business model that focuses on lifestyle (Tata Cliq), groceries 

(BigBasket), and electronics (Croma). Tata is known for his legacy brand 

in India. It has various offerings across multiple platforms and 

emphasis on quality and customer service. 
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6. Paytm Mall: Paytm Mall focuses on selling electronics, fashion, and 

everyday essentials. The unique features of Paytm Mall are strong 

integration with Paytm’s digital wallet, attractive cashback offers and 

discounts, and presence in Tier 2 and Tier 3 cities.  

 

7. Nykaa: Nykaa focuses on beauty, cosmetics, and 

personal care products. Nykaa has unique features 

like exclusive partnerships with international 

brands, strong offline presence complementing its 

online store and personalized recommendations and 

beauty content.  

8. Zomato and Swiggy: It is hyperlocal store which offers food and grocery 

delivery at customer’s doorsteps. The unique idea behind these players 

are user-friendly apps with a vast restaurant network.  It supports fast 

delivery and strong customer support. The Expansion of these payers 

into quick grocery delivery (e.g., Swiggy Instamart, Zomato’s Blinkit).  

 

9. Meesho: Meesho is one of the fast-growing e-

commerce platforms. It is a Consumer-to-Consumer 

(C2C) and Business-to-Consumer (B2C) business 

model. It focuses on affordable fashion, home goods, 

and lifestyle products. It supports small businesses 

and individual entrepreneurs to grow with affordable 

price. It is popular for its social commerce model 

approaches to everyone. It is growing at large scale 

in Tier 2 and Tier 3 cities.  

10. FirstCry: It focuses on Baby and kids’ products. It specializes in baby 

care products, toys, and kids’ apparel. It is a trusted brand for parents 
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for their newborn babies. It combines an online presence with offline 

stores. 

 

11. Pepperfry: It focuses on furniture and home décor. Customers have 

wide selection of customizable furniture integration with studio 

experience centers. It also provides financing options like EMI for high-

value products. 

 

India’s e-commerce industry continues to grow, with intense competition 

among these players driving innovation, customer-centricity, price sensitivity, 

and expansion into rural markets. 

DIFFERENCES BETWEEN E-COMMERCE AND TRADITIONAL RETAIL 

DELIVERY 

There are differences between e-commerce and traditional retail delivery as 

follows:  

S.N. Aspect E-Commerce Delivery 
Traditional Retail 

Delivery 

1 

Definition 

 

It delivers products 

purchased online by the 
customer. 

It provides products 
purchased from 
physical stores by 

the customer. 

2 

Purchase 
Process 

 

It can be done online 

through websites or 
apps. 

It can be done 
through in-store 

purchases or phone 
orders. 
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3 

Convenience 

 

It is accessible 24/7 from 
anywhere with internet 
access. 

It is limited to store 
hours and requires a 

physical visit to a 
retail store. 

4 

Logistics 

 

It involves centralized 
warehouses and courier 

services. 

It often involves local 
delivery services or 

in-store pickup. 

5 

Speed of 

Delivery 

 

The delivery time for 

routine delivery takes 1-7 
days, some offer same-

day delivery. 

The delivery can be 
immediate if 

purchased in-store 
but local deliveries 

can take hours or 
day. 

6 

Product 

Selection 

 

Customers have a wider 

range of products due to 
no physical shelf 
constraints. 

Customers have 

limited options due 
to store inventory 
and space. 

7 

Customer 
Interaction 

 

Customers can virtually 
interact with a 
salesperson. But limited 

to face-to-face service. 

It can provide direct 
and in-person 
customer service and 

support. 

8 

Cost to 

Consumers 

 

 

In this case, shipping 
fees may apply. Products 

are often discounted 
online. 

In this case, prices 
may include retail 

overhead costs; and 
fewer discounts. 
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9 

Returns and 

Exchanges 

 

In this, returns and 

exchanges require 
shipping the product 
back. 

An immediate 

exchange or refund 
is possible if the 
store allows it. 

10 

Target Market 

 

 

It reaches the customer 

globally and serves 
diverse geographical 
areas. 

It reaches to 
primarily local or 

regional customers. 

11 

Payment 
Methods 

 

 

There are various 

payment options like 
cards, wallets, UPI, etc. 
available. 

It has limited 
payment options like 
Cash, card, or digital 

payments at the 
store. 

12 

Technology 

Dependence 

 

 

It requires the internet 
and digital tools for 

operations. 

The Minimum 

technology needed 
for basic delivery 

services. 

13 

Personalization 

 

 

It uses customer data for 

analysis and personalized 
recommendations. 

It uses personalized 
service based on 

customer 
interaction. 

 

Thus, e-commerce delivery focuses on convenience and a broader reach, while 

traditional retail delivery emphasizes immediacy and personal interaction, 

making each suitable for different customer needs and preferences. 
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PRACTICAL EXERCISES 

Activity 1: Demonstrate through presentation the growth of E-commerce in 

India over the last five years. 

Material required: Notebook, Paper, Pen/Pencil, Eraser and Presentation. 

Procedure:  

1. Make a list of topics to distribute among the students for presentation.  

2. Make a group of 4 students and assign one topic to them. 

3. Ask them to search out articles in newspapers, and journals and browse 

them on the internet to know about the status of E-commerce in India. 

4. Collect the material relate to it and Make a Presentation on “the growth 

of E-commerce in India over the last five years”. 

5. Students need to highlight some points in their presentation like:  

a. What is E-commerce? 

b. Example of E-commerce 

c. What are the advantages of E-commerce? 

d. What is the status of E-commerce 10 years ago and today? 

e. How India has grown in the E-commerce industry? 

6. Prepare the slides on the above question based.  

7. Ask to students’ group to present in the classroom.  

8. Teacher give them remark on presentation. 

Activity 2: Prepare a chart on comparison between traditional retail delivery 

with E-commerce Delivery. 

Materials Required: Pen, Pencil, Eraser, Notebook, Sheet, and Checklist 

Procedure: 

1. Make a group of students and ask them to prepare a chart on 

comparison between traditional retail delivery with E-commerce 

Delivery.  

2. Refers to books and searches about the content on the internet. 

3. Prepare a list of some points on which the difference can be made like: 

a. Definition, features, and scope. 

b. Speed of delivery 

c. Return and exchange 

d. Cost to consumer  
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e. Payment methods 

f. Technology dependency  

4. Prepare a comparative chart on the basis of above point. 

5. Submit the chart to the teacher.  

Activity 3: Group discussion on the impact of e-commerce platforms in India. 

Materials Required: Pen, Pencil, Eraser, Notebook and Checklist 

Procedure: 

1. Make a group of 8-10 students. 

2. Divide the group into two sub-groups. 

3. Tell them the rules to keep in mind while participating in group 

discussions. 

4. Start the group discussion with  

Teacher: Good Morning, everyone! Today, we will discuss the impact of 

e-commerce platforms in India. Let’s begin. What are your thoughts? 

5. Ask one group to put their point in favor of the positive impact of e-

commerce platforms in India. 

a. convenient to buy anything from electronics to groceries online 

b. made shopping more accessible 

c. created opportunities for small businesses  

d. empowered women entrepreneurs 

e. cash-on-delivery option  

f. eco-friendly practices like reducing plastic packaging  

g. using electric delivery vehicles. 

h. created thousands of jobs in logistics, warehousing, and customer 

support. 

i. becoming a more digital economy 

j. Government initiatives like Digital India 

k. game changer for India’s economy 

6. At the same time ask another group to put their point of view in favor 

of the negative impact of e-commerce platforms in India. 

a. impacted local businesses 

b. lose the personal touch 

c. struggle of small shop owners 
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d. online fraud increased 

e. excessive use of packaging materials  

f. huge cost of logistics 

g. internet connectivity as challenge in remote areas.  

7. Ask them to write down some points in their notebook. 

8. Now start the group discussion. 

9. After the group discussion, the teacher must give a concluding remark 

on the group discussion. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. ________ refers to the buying and selling of goods or services using 

the Internet. 

2. In the ________ business model, businesses sell products to other 

businesses, such as Government e-Marketplace (GeM). 

3. E-commerce platforms enable 24/7 availability, allowing customers 

to shop at their ________. 

4. One of the major players in the Indian e-commerce industry focusing 

on beauty and cosmetics is ________. 

5. In ________ delivery, returns and exchanges usually involve shipping 

the product back to the seller. 

B. Multiple Choice Questions 

1. Which business model involves businesses selling products to other 

businesses? 

a) B2C 

b) C2C 

c) B2B 

d) C2B 

2. What is one key advantage of e-commerce over traditional retail? 

a) Limited product selection 

b) Immediate face-to-face service 

c) Wider market reach 

d) Dependence on physical store hours 
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3. Which e-commerce platform focuses primarily on beauty and 

cosmetics? 

a) Amazon 

b) Flipkart 

c) Nykaa 

d) Myntra 

4. What is the main feature of the "buy online, pick up in-store" model? 

a) Omnichannel integration 

b) Hyperlocal delivery 

c) Personalized recommendations 

d) Subscription-based selling 

5. What kind of e-commerce transaction occurs on platforms like OLX? 

a) B2B 

b) B2C 

c) C2C 

d) C2B 

C. State whether the following statements are True or False 

1. E-commerce allows businesses to operate without a physical 

storefront. 

2. Traditional retail delivery is always faster than e-commerce delivery. 

3. Meesho follows both C2C and B2C business models. 

4. E-commerce platforms cannot offer personalized recommendations 

to customers. 

5. E-commerce delivery relies heavily on digital payment systems like 

UPI and wallets. 

D. Match the followings 

 Column A  Column B 

1 Amazon A Beauty and cosmetics 

2 Flipkart B Fashion and lifestyle 

3 Nykaa C Electronics, fashion, groceries 

4 Myntra D Exclusive brand partnerships 
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5 JioMart E Groceries and regional reach 

E. Short Answer Questions 

1. What do you mean by E-commerce? 

2. State the features of E-commerce? 

3. Why e-commerce is important in today’s world?  

F. Long Answer Questions 

1. Explain key players in the e-commerce industry.  

2. Write down the difference between E-commerce and traditional retail 

deliveries. 

G. Check Your Performance 

1. Identify the key players of E-commerce in India. 

2. Group discussion on the impact of e-commerce platforms in India. 

3. Prepare a chart of the difference between E-commerce and 

traditional retail delivery. 
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SESSION 2: ROLE AND RESPONSIBILITIES 

An e-commerce delivery associate plays an important role in smooth logistics 

and customer satisfaction. Their primary responsibility is to pick up the 

product from the centre, transport it, and deliver the products from 

warehouses or hubs to customers efficiently and on time. They act as the 

bridge between the company and its customers, giving a seamless end-to-end 

delivery experience. 

CONCEPT OF DELIVERY ASSOCIATE  

A delivery associate is responsible for transporting goods from a company or 

logistics hub to end customers. The role of delivery associate is integral to the 

supply chain, particularly in industries like, e-commerce, retail, and logistics. 

Delivery associates act as the final point where he contacts with customer in 

the order fulfillment process, where customers receive their products on time 

and satisfactory manner.  

The concept revolves around creating a reliable connection between 

businesses and consumers. Delivery associates are not just carriers of goods; 

they represent the company, often shaping the customer’s perception for the 

service quality. Their efficiency, professionalism, and customer service play 

an essential role in customer satisfaction and loyalty. 

DUTIES OF DELIVERY ASSOCIATE 

Delivery Associate plays a very important role in delivery of goods. They have 

following responsibilities:  

1. Timely Deliveries: Delivery Associate collects orders from designated 

locations and delivers them to customers within the scheduled 

timeframe. 

2. Customer Interaction: The Delivery Associate maintains polite and 

professional behaviour while interacting with customers. Delivery 

Associate verifies delivery details, collects payments if required, and 

addresses minor concerns to enhance the customer experience. 

3. Product Handling: The Delivery Associate handles packages with care 

to prevent damage. This includes ensuring the accuracy of items before 

leaving the warehouse and maintaining product safety during transit. 

4. Route Management: The Delivery Associate must plan and follow 

efficient delivery routes by using GPS or other navigation tools to 

minimize delays and fuel consumption. 

5. Documentation: The Delivery Associate updates the delivery status in 

the company’s system using mobile apps or devices. She must collect 

signatures or proof of delivery when necessary.  
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6. Problem Solution: The Delivery Associate reports issues like wrong 

addresses, delivery failures, or damaged products to the logistics team 

promptly for solutions. 

7. Compliance: The Delivery Associate adheres to company policies, local 

traffic laws, and safety protocols, ensuring responsible driving and 

delivery practices. 

8. Vehicle Maintenance: The Delivery Associate regularly inspects and 

maintains the delivery vehicle to ensure it is in good working condition. 

By efficiently managing these duties, delivery associates contribute in 

customer satisfaction and the operational success of the e-commerce 

business. Their duties demand punctuality, reliability, and excellent 

communication skills, making them indispensable in the e-commerce 

ecosystem. 

TIME MANAGEMENT AND CUSTOMER SERVICE SKILLS 

In customer service, time management and customer service skills are 

interconnected. Delivery Associate manages time effectively to ensure 

customers aren’t waiting for their products. Meanwhile, strong customer 

service skills ensure that interactions are meaningful and satisfactory. Both 

time management and customer service skills enhance efficiency, improve 

customer loyalty, and contribute to a business’s success. 

TIME MANAGEMENT SKILLS 

Time management is the ability to plan, prioritize, and execute tasks 

efficiently within a set timeframe by the delivery associate. In customer 

service, effective time management ensures timely responses, satisfied 

customers, and smooth operations. The time management skills shown in 

figure 1.2 are as follows: 

 

Fig. 1.2: Time Management Skills 
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1. Prioritization: The Delivery Associate focuses on urgent and important 

customer queries first than using tools like to-do lists or software to 

organize tasks. 

2. Scheduling: The Delivery Associate allocates time blocks for tasks such 

as answering emails, resolving complaints, and follow-ups. 

3. Efficiency: The Delivery Associate must use automation tools, like 

chatbots or CRM systems, to handle routine tasks, freeing up time for 

complex issues. 

4. Avoiding Procrastination: The Delivery Associate sticks to a schedule 

and minimizes distractions to stay productive. 

5. Time Awareness: The Delivery Associate monitors how much time is 

spent on each task to identify inefficiencies and improve processes. 

CUSTOMER SERVICE SKILLS 

Customer service skills are essential for building trust and satisfaction among 

customers. They involve understanding customer needs, resolving issues, and 

creating a positive experience. The following skill shown in Figure 1.3 must 

be kept in mind while serving customers:  

 

Fig. 1.3: Customer Service Skills 

1. Active Listening: The Delivery Associate must pay attention to 

customer concerns and respond with empathy. 

2. Clear Communication: The Delivery Associate can use simple and 

understandable language to explain solutions or processes effectively. 

3. Problem-Solving: The Delivery Associate quickly identifies the issue 

and provides practical solutions tailored to the customer’s needs. 
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4. Patience: The Delivery Associate handles difficult customers or 

situations calmly without losing their temper. 

5. Empathy: The Delivery Associate understands the customer’s 

perspective to create a positive interaction. 

6. Technical Knowledge: The Delivery Associate must be well-versed in 

the company’s goods or services to answer queries confidently. 

WORK ENVIRONMENT, ROUTES, AND TOOLS USED FOR DELIVERIES. 

Delivery Associate works in such a dynamic and fast-paced environment, 

involving both outdoor and indoor work. A delivery associate’s work 

environment may vary depending on the type of delivery service for which they 

are working. Delivery Associates may spend a significant amount of time 

working outdoors, walking or driving to delivery locations and performing 

other physical tasks. It means the delivery associates may expose themselves 

to varying weather conditions, such as heat, cold, rain, snow, and wind.  

1. Physical Demands: Delivery associates must be physically fit and are 

often on their feet or driving for extended periods, requiring stamina 

and alertness. 

2. Weather Conditions: Delivery associates deliver goods in various 

weather conditions from high temperature to heavy rain or snow. 

3. Interaction Levels: Delivery associates have limited interactions with 

colleagues but frequently interact with customers during drop-offs.  

4. Flexible Hours: Delivery associates have various shifts which can vary, 

including early mornings, late evenings, weekends, or holidays. 

In this role, delivery associate work can be fast-paced and dynamic, with 

multiple deliveries to complete within a set time frame, often with unexpected 

changes in delivery routes or package loads. Delivery associates may work in 

teams or with a supervisor, coordinating consistently to ensure timely and 

accurate package delivery. They also interact with customers routinely to 

address concerns and queries and escalate issues if necessary. 

ROUTES 

The biggest challenge for delivery associates is to design an effective and 

shortest route for making the delivery on time for retail and e-commerce 

businesses. Delivery associates must plan delivery routes in such a manner 

that helps them to deliver on time and easily. Fortunately, several methods 

can help to overcome this challenge and streamline routes for delivering the 

goods.   

Each method has its pros and cons, which one is best depends on the volume 

and complexity of your deliveries. 
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Efficient route planning is crucial work that must be done by delivery 

associates to ensure timely deliveries while optimizing fuel and time. 

1. Route Optimization: There are various tools like GPS apps (e.g., 

Google Maps, Waze) or specialized software (e.g., TrackoBit, Onfleet) 

that help delivery associates identify the quickest paths.  

2. Dynamic Routing: Delivery associates must adapt routes in real-time 

based on traffic, weather, or road conditions. 

3. Delivery Zones: Delivery Associates are often assigned specific areas 

or zones to streamline delivery operations. 

4. Cluster Deliveries: Delivery associates are consolidating multiple 

deliveries in nearby locations to save time and reduce costs. 

TOOLS USED FOR DELIVERIES 

Various tools can be used for delivering the goods on time as shown in figure 

1.4.   

 

Fig. 1.4: Tools used for deliveries 

Navigation Tools: Delivery Associates must use GPS-enabled devices or apps 

for real-time directions as well as offline maps as backups in case of poor 

connectivity. 

1. Communication Devices: Delivery Associates must use smartphones 

or walkie-talkies for coordination with dispatch teams. 

2. Delivery Software: Delivery Associates must use mobile apps for 

tracking deliveries, updating statuses, and obtaining electronic proof of 

delivery. 

3. Payment Tools: Delivery Associates must use portable card machines, 

mobile payment apps, or cash collection mechanisms for transactions.  
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4. Safety Gear: Delivery Associates must use helmets, gloves, and 

reflective vests for delivery personnel on bikes or motorcycles. 

5. Vehicle and Package Equipment: Delivery Associates must have 

insulated bags for food deliveries, secure containers for fragile items, 

and carts for bulky packages. 

6. Tracking Devices: Delivery Associates must have RFID scanners or 

barcode readers for package identification and tracking. 

By using these tools and adapting to diverse environments, delivery associates 

ensure smooth and efficient operations, ultimately contributing to customer 

satisfaction. 

IMPORTANCE OF A DELIVERY ASSOCIATE IN CUSTOMER EXPERIENCE 

Delivery associates play an important role in shaping customer experience, 

especially in industries like e-commerce, food delivery, and logistics. They are 

often the only face-to-face interaction a customer has with the company, 

making them vital for building trust and loyalty.  

1. First-Hand Customer Interaction: Delivery associates represent the 

company during the final stage of order fulfilment. Their 

professionalism, and politeness influence customers' perception of the 

brand. 

2. Timely Deliveries: Customers value punctuality. Delivery associates 

ensure that products arrive on time, meeting or exceeding customer 

expectations, which enhances satisfaction. 

3. Problem Solution on the Spot: They handle issues like damaged 

goods, payment discrepancies, or delivery address errors directly, 

reducing the need for customers to contact support teams. 

4. Personal Touch: Courteous behaviour, such as a smile or helping 

customers unpack large items, creates a positive and lasting 

impression. 

5. Trust and Reliability: Customers entrust delivery associates with their 

orders. A reliable and secure delivery process builds trust in the brand’s 

services. 

6. Feedback Channel: Delivery associates act as mediator between 

customer and company for real-time feedback, relaying customer 

concerns, preferences, or suggestions to the company. 

7. Consistency in Quality: Delivery associates have the ability to handle 

packages with care ensures the product’s condition is undamaged, 

reinforcing the company’s promise of quality. 
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8. Adaptability to Customer Needs: Delivery Associates often adjust 

delivery schedules or routes to accommodate customer preferences, 

demonstrating flexibility and commitment. 

9. Impact on Repeat Business: A pleasant delivery experience 

encourages customers to order again, boosting customer retention and 

lifetime value. 

Delivery associates are much more than logistic personnel; they are 

ambassadors of the company. Their professionalism, efficiency, and 

customer-focused approach significantly influence customer satisfaction and 

loyalty, making them indispensable in enhancing overall customer 

experience. 

PRACTICAL EXERCISES 

Activity 1: Demonstrate through Role-play a typical day of a delivery 

associate.  

Material required: Notebook, Paper, Pen/Pencil, dummy parcel of goods.  

Procedure:  

1. Make a group of students for role play. 

2. Assign the following roles to students. 

 1st student as courier assistant 

 2nd student as delivery associate 

 3rd students as customer 

3. Start the role play with the following situations the student who is 

playing the role of delivery associate must get up on time and be ready 

for the warehouse. 

a. Delivery associates attend morning briefings where supervisors 

provide updates and safety tips and shares target for the day. 

b. The delivery associate decides the route and inspects the vehicle 

with fuel level, tire condition, and lights. 

c. Delivery associate scans all parcels and loads packages into the 

vehicle according to the route sequence.  

d. Delivery associates can use GPS or company routing software to 

navigate customer addresses.  

e. Delivery associates make a call to the customer to know their 

availability at given address to deliver the parcel.   

f. Delivery associate delivers packages to customer.  

g. Continue delivery in a new area, navigate traffic and narrow streets.  
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h. Communicate with customers for missed or rescheduled delivery. 

i. Finish all deliveries for the day and update the record on the 

handheld device.  

j. Return to the warehouse, drop off undelivered items, and submit 

reports.  

k. Head home, tired but satisfied with a productive day. 

7. Teacher’s comment on student’s performance.  

Activity 2: Time management exercise: plan and execute a delivery route.  

Materials Required: Pen, Pencil, Eraser, Notebook, Sheet, System for GPS 

and Checklist 

Procedure: 

1. Make a group of students and ask them to prepare chart on time 

management for delivering goods.  

2. Students need to do the following things as follows:  

a. Firstly, the delivery associate needs to sort all the parcels for a day 

to deliver.   

b. Delivery associates need to arrange the parcel when and where they 

will start to deliver the parcel. 

c. Delivery associate needs to plan for a route for all the parcels for 

delivery to customers. 

d. Delivery associates can use GPS to plan the route. 

e. Delivery associate makes sure that he should opt shortest route for 

delivering the goods. 

f. Delivery associate executes the plan to deliver the goods.  

3. Ask students to prepare a chart based on the above point. 

4. Students must be able to make an effective route plan on the sheet with 

the help of GPS.  

5. Students will submit the chart to the teacher. 

Activity 3: Demonstrate the soft skill for handling a mock customer 

complaint regarding a “damaged package”. 

Materials Required: Pen, Pencil, Eraser, Notebook and Checklist 

Procedure: 

1. Make a group of students demonstrating soft skills based on customer 

complaints on damaged packages.  
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2. Assign the following roles to students. 

1st student as delivery associate 

2nd student as customer 

3. 2nd student as a customer received the damaged package and put his / 

her concern about it. 

4. 1st student as a delivery associate must do the below-listed actions. 

a. Listen to the customer carefully without interrupting. 

b. Speak with customers calmly and respectfully.  

c. First apologies for the missing or damaged package like, “I am sorry 

for the inconvenience. Let me help you with this.”  

d. Delivery associates can approach the customer like: 

 Empathize & Acknowledge the Problem: I am very sorry to hear 

that, sir/madam. I completely understand how frustrating this 

must be. Can you please show me the damaged package so I can 

take a closer look? Was this the condition it arrived in when you 

received it?” 

(Examining the package) 

 Gather Essential Information: To help resolve this, I will need a 

few details. Could you kindly confirm your order number and the 

product inside the package? Is there any visible damage to the 

item itself? 

(The customer provides the order details and explains if the item is 

damaged or not.) 

 Offer a Solution: “Thank you for sharing the details. Since the 

item is damaged, I will immediately escalate this to our support 

team for a replacement or refund. You will receive an update 

within 24 hours. In the meantime, I will document the issue and 

provide you with a reference number. Would you like me to pick 

up the damaged product now, or do you need time to repackage 

it?” 

5. Assure the customer that he/she will receive the updates from the app.  

6. Close the role play with positive signs and messages.  
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CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Delivery associates act as the ________ between the company and its 

customers, ensuring a seamless delivery experience. 

2. ________ planning helps delivery associates optimize fuel 

consumption and minimize delays during deliveries. 

3. Delivery associates must follow ________ laws and company policies 

to ensure responsible driving and safety. 

4. Tools like ________ apps and RFID scanners assist delivery 

associates in tracking deliveries and identifying packages. 

5. Handling packages with ________ ensures the product remains 

undamaged during transit. 

B. Multiple Choice Questions 

1. What is the primary responsibility of a delivery associate? 

a) Transporting goods to customers  

b) Marketing products 

c) Creating customer invoices 

d) Managing warehouse inventory 

2. Which of the following tools helps delivery associates optimize their 

delivery routes? 

a) Barcode scanner 

b) Portable card machines  

c) Waze or Google Maps 

d) Reflective vests 

3. What is the purpose of active listening for a delivery associate? 

a) Monitoring traffic updates 

b) Understanding and addressing customer concerns 

c) Creating efficient schedules 

d) Tracking package details 

4. Delivery associates are responsible for: 

a) Designing products 

b) Hiring warehouse staff  

c) Reporting delivery issues to the logistics team 
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d) Conducting product quality tests 

5. Which factor primarily impacts customer loyalty in delivery services? 

a) Cost of packaging 

b) Brand logo design  

c) Warehouse cleanliness 

d) Timely deliveries 

C. State whether the following statements are True or False 

1. Delivery associates are only responsible for delivering products and do 

not interact with customers. 

2. Efficient route management by delivery associates helps save fuel and 

time. 

3. A delivery associate’s attitude does not affect customer perceptions of 

the company. 

4. Adhering to traffic laws is part of a delivery associate’s responsibilities. 

5. Delivery associates never handle payment collections during deliveries. 

D. Match the followings 

 Column A  Column B 

1 Route optimization A Portable card machines 

2 
Communication with dispatch 
teams 

B GPS apps or navigation software 

3 Handling fragile packages C 
Ensures product safety during 
transit 

4 Payment collection D Smartphones or walkie-talkies 

5 Safety gear for bikers E Helmets and reflective vests 

E. Short Answer Questions 

1. What do you mean by time management? 

2. State the features of customer service? 

3. In what kind of work environment do delivery associates work? 

F. Long Answer Questions 

1. Explain the concept of delivery associate. 

2. Write down the duties of delivery associates. 
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3. What are the tools used for deliveries? 

4. Write down the importance of delivery associates in customer 

experience. 

G. Check Your Performance 

1. List out the duties of delivery associates. 

2. Prepare the route plan and time management as per schedule.  

3. Identify the problems while customer experiences. 
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SESSION 3: SUPPLY CHAIN AND LOGISTICS FUNDAMENTALS 

The supply chain is the interconnected network of processes, people, 

organizations, and resources involved in the production, transportation, and 

delivery of goods and services from suppliers to end consumers. Logistics, a 

critical subset of the supply chain, focuses on the efficient movement, storage, 

and management of goods, ensuring they reach the right place at the right 

time in optimal condition. 

DEFINITION AND IMPORTANCE OF SUPPLY CHAINS 

“A supply chain is a complex logistics system that consists of facilities that 

convert raw materials into finished products and distribute them to end 

consumers or end customers”. 

In another words, a supply chain is the network of individuals, organizations, 

activities, resources, and technologies involved in the production and delivery 

of a goods or service, from raw material suppliers to the final consumer. It 

encompasses processes such as procurement, manufacturing, warehousing, 

transportation, and distribution of goods. 

IMPORTANCE OF SUPPLY CHAINS 

There are following importance of supply chain as shown in Fig 1.5:  

 

Fig. 1.5: Importance of Supply Chain 

1. Efficient Product Flow: Supply chains ensure the smooth movement 

of goods and services from suppliers to consumers. By streamlining 

processes, businesses can reduce delays, minimize waste, and improve 

delivery times. 

2. Cost Optimization: A well-managed supply chain reduces costs 

associated with production, transportation, and inventory, helping 

businesses maximize profitability. 
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3. Customer Satisfaction: Customer satisfaction and loyalty can be 

enhanced by timely delivery of high-quality products. The supply chain 

directly impacts the availability and condition of goods reaching 

customers.  

4. Market Competitiveness: In a competitive global market, efficient 

supply chains enable businesses to respond quickly to changing 

demands, trends, and challenges, giving them a competitive edge. 

5. Risk Management: Robust supply chains identify and mitigate risks 

such as supplier disruptions, natural disasters, or geopolitical issues, 

ensuring business continuity.  

6. Global Connectivity: Supply chains connect businesses to global 

markets, facilitating international trade and enabling companies to 

source materials and sell products worldwide. 

7. Innovation and Scalability: Supply chains drive innovation by 

integrating advanced technologies like automation, artificial 

intelligence, and IoT. They also provide the flexibility needed for 

businesses to scale operations. 

8. Sustainability: Modern supply chains emphasize sustainable 

practices, such as reducing carbon footprints, optimizing resource use, 

and recycling materials, contributing to environmental and social 

responsibility. 

Therefore, supply chains are the backbone of business and commerce, 

ensuring efficient operations, cost savings, and superior customer 

experiences while fostering innovation and sustainability. 

STAGES OF THE SUPPLY CHAIN: PROCUREMENT, TRANSPORTATION, 

DELIVERY: 

The supply chain consists of interconnected stages that ensure goods and 

services move efficiently from suppliers to end consumers. Among these, 

procurement, transportation, and delivery are critical stages that contribute 

to the overall process of the supply chain. As shown in figure 1.6: 

1. Procurement: Procurement means sourcing the inputs. Procurement 

is the process of acquiring raw materials, components, or services 

needed for production or resale. The key activities are in procurement 

of goods are identifying and evaluating suppliers, negotiating contracts 

and pricing, ensuring timely availability of quality materials and 

managing supplier relationships and risks. 

Procurement lays the foundation for the supply chain by ensuring the 

right resources are available at the right time and cost. Effective 
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procurement helps reduce costs, improve production efficiency, and 

ensure consistent product quality. 

2. Transportation: Transportation means moving the goods from one 

place to another place. Transportation involves the movement of raw 

materials, semi-finished goods, or finished products from one location 

to another. The main activities in transportation are selecting 

transportation modes (e.g., road, rail, air, sea), managing carriers and 

tracking shipments, ensuring compliance with safety and regulatory 

requirements and optimizing routes and minimizing transit times. 

Transportation is essential for connecting different stages of the supply 

chain. Efficient transportation minimizes delays, reduces costs, and 

ensures the timely flow of goods across locations. 

 

Fig. 1.6: Stages of Supply Chain 

3. Delivery: Delivery means reaching the goods to customer. Delivery 

represents the final stage where goods reach end consumers or 

retailers. The main activities are last-mile delivery planning and 

execution, verifying delivery accuracy and conditions, managing 

customer interactions and resolving issues and collecting payments (if 

applicable) or feedback. 

Delivery directly impacts customer satisfaction and brand perception. 

A smooth, timely delivery experience enhances trust, loyalty, and repeat 

business. 
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The stages of procurement, transportation, and delivery are 

interconnected and vital for a seamless supply chain. Effective 

management of these stages ensures operational efficiency, cost 

savings, and superior customer satisfaction, contributing to the overall 

success of a business. 

KEY STAKEHOLDERS IN THE SUPPLY CHAIN 

The supply chain involves multiple stakeholders who play distinct roles in 

ensuring the smooth flow of goods, services, and information from suppliers 

to end consumers. Each stakeholder is integral to the chain’s efficiency, cost-

effectiveness, and customer satisfaction. As shown in figure 1.7: 

 

Fig. 1.7: Key Stakeholder in Supply Chain 

1. Suppliers: Suppliers provide the raw materials, components, or 

products required for production or resale. The role of supplier are 

source and supply materials, maintain quality standards and ensure 

timely delivery to manufacturers or distributors. 

2. Manufacturers/Producers: Manufacturers transform raw materials 

into finished goods through production processes. The role of 

manufactures and products are producing goods according to demand 

forecasts, maintain production efficiency and quality and collaborate 

with suppliers and distributors. 

3. Distributors and Wholesalers: They act as intermediaries, purchasing 

goods in bulk from manufacturers and supplying them to retailers or 

other businesses. The role of distributors and wholesalers are managing 
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inventory and warehousing, facilitate efficient distribution of goods and 

bridge the gap between manufacturers and retailers. 

4. Retailers: Retailers sell finished products directly to end consumers, 

either through physical stores or online platforms. The role of retailers 

is to maintain product availability for their consumer, provide a 

seamless shopping experience and gather and analyse consumer 

feedback. 

5. Logistics Providers: Logistics providers handle the transportation, 

warehousing, and delivery of goods. The role of logistics provide are plan 

and execute the movement of goods, optimize routes to minimize costs 

and delays and ensure safe handling and timely delivery. 

6. Customers: Customers are the ultimate recipients of the products and 

services offered through the supply chain. The role of drive demand 

through purchasing behaviour, provide feedback influencing product 

and service improvement etc. 

7. Technology Providers: Technology providers offer tools and platforms 

to optimize supply chain operations. The role of technology provides are 

provide software for inventory management, route optimization, 

demand forecasting, and enable data sharing and real-time tracking. 

8. Regulatory Authorities: Regulatory bodies ensure that supply chain 

operations comply with laws and standards. The role of enforce safety, 

quality, and environmental regulations and facilitate customs clearance 

in international trade. 

9. Financial Institutions: Banks and financial institutions support the 

supply chain by providing funding and financial solutions. The role of 

offer credit or loans to businesses and facilitate secure payment 

processing. 

Effective collaboration among these stakeholders is essential for a successful 

supply chain. Each stakeholder contributes unique value, and their combined 

efforts ensure the efficient production, movement, and delivery of goods and 

services to meet customer needs. 

ROLE OF DELIVERY ASSOCIATES IN LOGISTICS 

Delivery associates are critical to the logistics system, especially in the “last 

mile” phase, which involves transporting goods from distribution hubs to the 

end customer. Their role is pivotal in ensuring customer satisfaction and the 

overall efficiency of the supply chain. The role of delivery associate in logistics 

are as shown in figure 1.8:  
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Fig. 1.8: Role of Delivery Associate in Logistics 

1. Package Handling and Delivery: Delivery associates picking up goods 

from warehouses or distribution hubs. They must ensure that packages 

are loaded securely in vehicles to prevent damage. Delivery associates 

are delivering packages to customers’ doorsteps within designated time 

frames. 

2. Customer Interaction: Delivery associates provide excellent customer 

service during deliveries, addressing customer queries or issues related 

to deliveries and obtaining proof of delivery, such as digital or physical 

signatures. 

3. Route Planning and Navigation: Delivery associates use navigation 

systems to determine the most efficient delivery routes, adapting to 

traffic conditions and making necessary adjustments to ensure on-time 

delivery. 

4. Compliance and Safety: Delivery associates adhere to local 

transportation laws and company guidelines, ensuring the safety of 

goods, self, and others on the road and conducting regular vehicle 

checks to ensure roadworthiness. 

5. Technology Usage: Delivery associates use mobile apps or handheld 

devices to manage delivery schedules, update delivery status, and 

communicate with logistics teams and scanning barcodes or QR codes 

for package tracking. 

6. Problem-Solving: Delivery associates manage delivery challenges such 

as incorrect addresses, absent recipients, or unexpected delays and 

reporting and resolving damaged or missing packages. 
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7. Returns and Reverse Logistics: Delivery associates handle product 

returns or exchanges as per company policies, ensuring returned goods 

are safely transported back to the warehouse. 

8. Inventory Management: Delivery associates keep track of packages 

loaded and delivered and ensuring accurate documentation of all 

delivery activities. 

9. Maintaining Brand Reputation: Delivery associates represent the 

company in a professional and courteous manner, and serving as a key 

touchpoint between the company and customers, thereby influencing 

brand perception. 

PRACTICAL EXERCISES 

Activity 1: Prepare a chat to map out the supply chain process from order to 

delivery.  

Material required: Notebook, Paper, Pen/Pencil, Eraser and sheet. 

Procedure:  

1. Make a group of students for prepare a chat to map out the supply chain 

process from order to delivery. 

2. Ask them to search over internet and read some content about the 

supply chain process.  

3. Ask them to collect the material from various sources and arrange it in 

proper way. 

4. Students need to prepare the char on supply chain process from order 

to delivery. 

5. Students need to highlighted some points in their presentation like:  

a. What is supply chain 

b. State the components of supply chain? 

c. Explain the process of supply chain? 

d. Represent with diagrammatic representation. 

6. Prepare the chart on above points keep in mind. 

7. Ask the students to submit the chart on time.  

Activity 2: Prepare a presentation on key logistics partners in an E-commerce 

setup. 

Materials Required: Pen, Pencil, Eraser, Notebook, Sheet, and Checklist 
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Procedure: 

1. Make a group of students and ask them to prepare a presentation on 

key logistics partners in an E-commerce setup.  

2. Refers books and search over the internet. 

3. Prepare a list of some points on which on the presentation can be made 

like: 

a. Prepare the first slide with title, subtitle and name of presenters 

b. Introductions of e-commerce logistics  

c. Key logistics partners in an e-commerce setup 

d. Importance of learning about key logistics partners in an e-

commerce setup 

4. Prepare a presentation on the basis of above point. 

5. Submit the presentation to the teacher and present in the class.  

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. ________ is the movement of raw materials, semi-finished goods, or 

finished products from one location to another in the supply chain. 

2. Delivery associates are crucial in the ________ phase of logistics, 

involving the final movement of goods to the end customer. 

3. Effective ________ in the supply chain helps businesses mitigate 

risks and ensure business continuity during disruptions. 

4. ________ ensures the smooth sourcing of raw materials or 

components for production within the supply chain. 

5. Customers provide valuable ________, which helps businesses 

improve products and services. 

B. Multiple Choice Questions  

1. What is the primary role of logistics providers in the supply chain? 

a) Designing new products 

b) Managing transportation and warehousing 

c) Retailing goods to customers 

d) Developing marketing strategies 

2. Which stakeholder is responsible for converting raw materials into 

finished goods? 

a) Retailers 
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b) Suppliers  

c) Manufacturers 

d) Logistics providers 

3. What is the key focus of delivery associates during the last-mile 

delivery phase? 

a) Transporting goods to customers’ doorsteps  

b) Processing customer payments 

c) Packaging raw materials 

d) Designing warehouse layouts 

4. Which technology is most commonly used for route planning by 

delivery associates? 

a) Social media platforms 

b) Payment gateways 

c) Data analysis software 

d) GPS-enabled devices  

5. How does an efficient supply chain contribute to customer 

satisfaction? 

a) By reducing advertising costs 

b) By ensuring timely delivery of quality products 

c) By limiting customer interactions 

d) By avoiding the use of technology 

C. State whether the following statements are True or False 

1. Suppliers are responsible for providing raw materials or components 

needed in the production process. 

2. Delivery associates are not involved in addressing customer queries 

or concerns during deliveries. 

3. Procurement is the final stage of the supply chain. 

4. Efficient transportation minimizes delays and ensures the smooth 

flow of goods in the supply chain. 

5. Regulatory authorities enforce safety and quality standards in the 

supply chain. 
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D. Match the followings 

 Column A  Column B 

1 Procurement A Movement of goods to customers 

2 Transportation B Acquiring raw materials or components 

3 Delivery C 
Ensuring goods reach their final 
destination 

4 
Feedback from 
customers 

D Helps improve products and services 

5 Technology providers E 
Provide tools for inventory and route 
management 

E. Short Answer Questions 

1. Define supply chain? 

2. State the importance of supply chain. 

3. What do you mean by procurement? 

F. Long Answer Questions 

1. Explain the stages of supply chain. 

2. Highlight the role of delivery associates in logistics. 

G. Check Your Performance 

1. List out the key stakeholders in the supply chain. 

2. Understand the different stages of supply chain.  

3. Identify the role of delivery associate in logistics. 
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SESSION 4: CUSTOMER SATISFACTION IN E-COMMERCE 

Customer satisfaction in e-commerce delivery refers to the fulfillment of 

customer expectations throughout the delivery process, including speed, 

accuracy, and the condition of the delivered goods. It is a crucial factor in 

determining a customer’s overall shopping experience and loyalty to an e-

commerce platform. 

CUSTOMER EXPECTATIONS FROM E-COMMERCE DELIVERIES 

In e-commerce, the delivery process significantly impacts customer 

satisfaction and loyalty. Customers expect a seamless, reliable, and 

convenient experience that aligns with the promises made during their 

purchase. As shown in figure 1.9 the primary expectations customers have 

from e-commerce deliveries: 

 

Fig. 1.9: Customer Expectation from E-commerce Deliveries 

1. Timely Delivery: Customers want On-Time Delivery. Customers expect 

their orders to arrive within the promised timeframe, whether it’s same-

day, next-day, or standard delivery. Proactive communication require 

updates on delays or changes in delivery schedules are crucial to 

managing expectations.  

2. Order Accuracy: Customers want correct items. Delivery associate 

must ensure that the right products, quantities, and specifications are 

delivered. Packages should arrive undamaged, intact, and in proper 

packaging. 
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3. Real-Time Tracking: Customers want access to real-time updates on 

their order’s location and estimated delivery time. Notifications and 

alerts for shipping, out-for-delivery, and completed deliveries enhance 

the experience. 

4. Convenience: Customers wants flexible options like preferred delivery 

time slots, alternative delivery addresses (e.g., workplace) and pickup 

points or lockers for self-service. Sometime customer wants No-Contact 

Deliveries especially post-pandemic, customers value options for 

contactless deliveries. 

5. Cost Efficiency: Many customers expect free shipping, especially for 

higher-value purchases or subscriptions. Transparent charges i.e. any 

additional fees like expedited shipping should be clear at checkout. 

6. Professionalism from Delivery Associates: Polite, courteous, and 

friendly interactions leave a positive impression on customers. 

Sometimes customer needs assistance in unpacking large or heavy 

items when necessary. 

7. Returns and Refunds Policy: Customers want a simple, convenient 

process for returning unwanted or defective items. Customers want 

prompt processing of refunds to build trust in the e-commerce platform. 

8. Sustainability: Customers prefer minimal, recyclable, or biodegradable 

eco-friendly packaging. Some customers value green shipping or 

environmentally sustainable delivery methods. 

9. Safety and Security: Delivery Associates must ensure packages are 

delivered safely without loss or theft. The customer wants proof of 

delivery methods like OTP verification or e-signatures for valuable 

items. 

It can say that customers expect their e-commerce deliveries to be fast, 

accurate, convenient, and hassle-free. Meeting these expectations is essential 

for building trust, improving satisfaction, and fostering loyalty in an 

increasingly competitive e-commerce market. 

IMPACTS CUSTOMER EXPERIENCE ON DELIVERY SERVICE 

Customer experience with delivery services can be significantly influenced by 

several factors. Below is a breakdown of the key impacts: 

1. Speed and Timeliness: Customers expect deliveries to arrive within the 

promised timeframe. Delays can lead to frustration and dissatisfaction. 

Through fast shipping options like same-day or next-day delivery 

services enhance customer satisfaction by catering to urgent needs. 

2. Communication and Tracking: If customer gets real-time tracking 

updates, which providing accurate and up-to-date tracking information 
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ensures transparency and builds trust. If a customer informed in 

advance for delay deliveries or changes in the delivery schedule helps 

manage customer expectations. 

3. Delivery Accuracy: If customer experience the delivery of correct items 

in the right quantity add positivity in their experience. It is the duty of 

delivery associate to make ensure that deliveries are sent to the right 

location minimizes inconvenience. 

4. Condition of the Package or Packaging Quality: Well-protected and 

presentable packages contribute to a positive impression in customer 

experience. Delivery associate must ensure that items are not damaged 

during transit reinforces reliability. 

5. Customer Service: Efficient handling of complaints or inquiries related 

to delivery improves customer trust. Delivery partners offer solutions 

like rescheduling or rerouting and flexible delivery can enhance 

satisfaction.  

6. Convenience: Delivery associates provide flexible delivery times, 

locations (e.g., lockers, stores), or contactless options meets diverse 

customer needs. Delivery associates streamlined return processes for 

incorrect or damaged items contribute to a better experience. 

7. Driver Interactions: Delivery associates courteous and professional 

behaviour leave a lasting positive impression. If delivery associates 

respecting customer property and following special instructions (e.g., 

leave-at-door requests) matters a lot to customers. 

8. Environmental Impact: Many companies are offering sustainable 

packaging or carbon-neutral delivery options resonates with 

environmentally conscious customers. 

Improving these areas can help delivery services enhance customer 

satisfaction, foster loyalty, and build a positive brand reputation. 

HANDLING CUSTOMER QUERIES EFFECTIVELY 

Handling customer queries effectively is a critical skill for delivery associates 

in the logistics sector. It not only ensures customer satisfaction but also helps 

maintain the company’s reputation. In figure 1.10 showcase the how delivery 

associates can effectively manage customer interactions: 
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Fig. 1.10: Handling Customer Queries Effectively 

1. Active Listening: Delivery associates must give full attention and listen 

customers’ problems carefully without interrupting. Delivery associates 

must understand the issue and ask clarifying questions if needed to 

fully grasp the concern. 

2. Prompt Response: Delivery associates must respond to queries 

promptly, even if just to confirm receipt. Delivery associates must 

resolve the issue quickly. Delivery associates must struggle to provide 

resolutions within a reasonable timeframe. 

3. Empathy and Patience: When customer have any queries first 

acknowledge the customer’s feelings and frustrations. Delivery 

associates handle difficult customers with patience and 

professionalism. 

4. Clear and Concise Communication: While handling customer queries 

delivery associates must use simple and polite language to maintain a 

friendly tone. They need to avoid jargon. Delivery associate must use 

simple language to ensure the customer understands your response. 

5. Knowledge and Expertise: Delivery associate must be well-informed 

and know the company’s products, and policies thoroughly. If delivery 

associate doesn’t know the answer, transfer the query to the 

appropriate person or department. 

6. Personalized Approach: Delivery associate use their name while 

interacting to make customers feel valued. Delivery associates must 

offer solutions that address the specific needs of the customers. 

7. Transparency: Delivery associate must explain the process and 

timeframe for resolution clearly. If the company is at fault, acknowledge 

it and apologize sincerely. 
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8. Proactive Problem-Solving: Delivery associate suggest practical and 

effective solutions to resolve the customer issue. Delivery associate 

follow up on regular basis and check back with the customer to ensure 

their issue has been resolved. 

9. Utilize Technology: Delivery associate use CRM Tools to track 

customer interactions for context and continuity. Delivery associate use 

leverage chatbots for simple queries, provide instant responses while 

reserving complex issues for human agents. 

10. Gather Feedback: Delivery associate ask for input to encourage 

customers to share feedback on how their query was handled. Delivery 

associate use feedback to enhance future query handling. 

Businesses can foster trust, loyalty, and a positive reputation while efficiently 

addressing customer concerns by prioritizing these practices. 

MEASURING PERFORMANCE METRICS: TIMELINESS, ACCURACY etc. 

Measuring performance metrics for delivery associates in the logistics sector 

is essential for evaluating efficiency, productivity, and customer satisfaction. 

The right metrics help identify strengths, areas for improvement, and overall 

operational success. Following are the key performance metrics and how they 

relate to timeliness, accuracy, and other aspects: 

1. Timeliness Metrics: Timeliness metrics helps in measures the time 

taken to process an order from receipt to dispatch which is known as 

order processing time. It also helps in adherence to schedule for tracks 

punctuality in logging in, attending shifts, and completing tasks within 

assigned timelines. It also helpful in know the average response time to 

measures how quickly associates respond to customer inquiries or 

issues. 

2. Accuracy Metrics: Accuracy metrics helps in measure the percentage 

of orders fulfilled correctly without errors, which is known as order 

accuracy rate and inventory accuracy help in evaluates the accuracy of 

inventory management, including stock counts and data entry and data 

entry accuracy tracks errors in updating product information, pricing, 

or descriptions. 

3. Customer Satisfaction Metrics: Customer feedback/rating helps in 

gathers customer opinions on their interactions with the associate (e.g., 

through post-interaction surveys). Net Promoter Score (NPS) measures 

the likelihood of customers recommending the business based on their 

experience. 

4. Productivity Metrics: It helps the delivery associate to evaluate the 

tasks completed per hour/shift to monitors the number of assigned 
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tasks (e.g., order picking, packing, etc.) completed in a specific time 

frame. Utilization Rate helps in tracks the percentage of time spent on 

productive activities versus idle time.  

PRACTICAL EXERCISES 

Activity 1: Role-play on customer interaction on resolving common delivery 

issues. 

Material required: Notebook, Paper, Pen/Pencil, Eraser. 

Procedure:  

1. Make a group of students for role-play customer interaction on 

resolving common delivery.  

2. Assign the following roles to students. 

1st student as delivery associate 

2nd student as customer 

3. 2nd student as a customer who has received a delayed delivery/ 

damaged / missing/wrong package and put his / her concern about it. 

4. There are three common issues which is faced by the customers.  

a) Damaged Package 

Customer: “Hi, my package arrived, but the box is completely damaged, 

and the item inside is broken.” 

Support Agent: “I am so sorry to hear that. Let’s fix this for you. Can 

you send us a photo of the damaged package and product? Once 

received, we will arrange a replacement or refund immediately.” 

b) Delayed Delivery 

Customer: “My package was supposed to arrive two days ago, but I 

haven’t received it yet. Can you check?” 

Support Agent: “I understand the concern, and I sincerely apologize for 

the delay. Let me check the status… It looks like the package is delayed 

due to unforeseen transit issues. I will escalate this to our logistics team 

for an update and prioritize the delivery for you.” 

c) Wrong Item Delivered 

Customer: “I received a package, but it’s not what I ordered.” 

Support Agent: “I am really sorry for this mix-up. I will arrange for the 

wrong item to be picked up, and we will send you the correct product 

immediately. Can I confirm your original order details?” 

5. Key Soft Skills Demonstrated in these situations: 1st student as a 

delivery associate must do the below-listed actions 
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a. Active Listening: Listen to the customer carefully without 

interrupting. 

b. Empathy: Acknowledging frustration and apologizing sincerely like 

“I am sorry for the inconvenience. Let me help you with this.”  

c. Clarification: Ask questions to gather all necessary details and ask 

the customer to put the return or exchange request through the 

same app or platform.  

d. Problem-solving: Offering a clear, actionable resolution like 

returning the damaged parcel and aalso ask the customer to 

mention in the request the exact reason for returning or exchanging 

the damaged or wrong package and complaint for the missing 

package.  

e. Reassurance: Maintaining a calm, confident tone to ease customer 

anxiety. 

6. Assure the customer about resolving the common issues related to 

delivery. 

7. Assure the customer that he will receive the updates from the app. 

8. Close the role play with positive signs and messages.  

Activity 2: Analyze and interpret delivery performance metrics.  

Materials Required: Pen, Pencil, Eraser, Notebook, Sheet, and Checklist 

Procedure: 

1. Make a group of students and ask them to prepare chart on delivery 

performance metrics.  

2. Refers good books and search about the content on the internet. 

3. Prepare a list of some points on which on the difference can be made 

like: 

a. What do you mean by performance matrices?  

b. What are the uses of different types of performance matrices? 

c. When and where use the performance metrics? 

4. Prepare a comparative chart on the basis of above point. 

5. Submit the chart to the teacher.  

Activity 3: Survey customers about their delivery experience and present the 

findings.  

Materials Required: Notebook, Paper, Pen/Pencil, Eraser and Questionnaire. 
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Procedure:  

1. Make a group of 4 students. 

2. Prepare a list of questions like: 

a. How satisfied are you with your recent delivery experience? 

b. Was your package delivered within the expected time frame? 

c. How would you rate the condition of the package upon delivery? 

d. How easy was it to track your package during delivery? 

e. Was the delivery associate professional and polite? 

f. Did you receive proper updates about your package (e.g., 

notifications or messages)? 

g. Did you face any issues with your delivery? 

h. If you reported an issue, how satisfied were you with the resolution? 

i. What could we improve about your delivery experience? 

j. Would you recommend our delivery service to others? 

3. Survey at list 20 customers with above mentioned questions. 

4. Make a report on the responses.  

5. Note down the answers of the above questions.  

6. Thank the customers for their co-operation. 

7. Discuss with the group members and teacher.  

8. Prepare a short report and submit it to the teacher.  

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. ________ refers to providing customers with real-time updates on 

their order’s location and estimated delivery time. 

2. Delivery associates must ensure ________ by delivering the correct 

items in the right quantity and condition. 

3. ________ helps delivery associates track customer interactions for 

context and continuity. 

4. Many environmentally conscious customers prefer ________, such as 

recyclable packaging or carbon-neutral delivery options. 

5. The metric that measures the percentage of orders fulfilled correctly 

without errors is called ________. 
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B. Multiple Choice Questions 

1. What is a key expectation of customers regarding the condition of 

delivered goods? 

a) Fast shipping options 

b) No-contact delivery 

c) Proper packaging to avoid damage 

d) Eco-friendly materials 

2. Which performance metric tracks the time spent on productive 

activities versus idle time? 

a) Order accuracy rate 

b) Utilization rate 

c) Customer feedback score 

d) Response time 

3. What is a critical skill for delivery associates in handling customer 

queries? 

a) Active listening 

b) Inventory management 

c) Speedy driving 

d) Product designing 

4. Which metric measures the likelihood of customers recommending 

a business based on their experience? 

a) Inventory accuracy 

b) Order processing time 

c) Net Promoter Score (NPS) 

d) Utilization rate 

5. What do customers expect regarding communication during delayed 

deliveries? 

a) A simple apology after delivery 

b) Proactive updates about the delay 

c) Ignoring the delay completely 

d) A refund for the entire purchase 
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C. State whether the following statements are True or False 

1. Timeliness metrics evaluate how quickly delivery associates respond 

to customer inquiries. 

2. Customers do not consider sustainability important in e-commerce 

deliveries. 

3. Real-time tracking enhances customer trust by providing updates 

on order status. 

4. Delivery associates should avoid asking clarifying questions when 

handling customer queries. 

5. The utilization rate measures the accuracy of inventory records. 

D. Match the followings 

 Column A  Column B 

1 
Timeliness 

A Evaluate customer satisfaction post-
interaction  

2 Order accuracy rate B Likelihood of recommending the business 

3 Sustainable practices C Eco-friendly packaging or delivery options 

4 
Customer feedback 

D Measures how quickly associates respond 
to queries 

5 Net Promoter Score 
(NPS) 

E 
Percentage of orders fulfilled correctly 

E. Short Answer Questions 

1. Define customer satisfaction. 

2. How active listening is useful while handling customer queries? 

3. Why we need measuring performance metrics?  

F. Long Answer Questions 

1. Explain the various types of customer expectation. 

2. What is the impact of customer experience on delivery service? 

3. How to handle customer queries effectively? 

4. How to measure performance with respect to timeliness and 

accuracy? 

G. Check Your Performance 

1. List out the key importance of knowing customer expectations. 
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2. Identify the various ways to measure performance with respect to 

timeliness and accuracy.  

3. Learn how to handling customer queries effectively. 
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MODULE 2:  HANDLING AND SORTING OF 

SHIPMENTS 

Handling and sorting of shipments in e-commerce is a vital feature of the 

supply chain which confirms the customer orders are delivered accurately 

and on time. When the order is placed, the details such as the product, 

quantity, and delivery address are entered in the system. Workers or 

automated systems in the warehouse then locate and gather the items needed 

for the order. 

E-commerce shipments include various types of packages like small parcels, 

bulk items, fragile goods, perishables and hazardous materials. Each require 

different packaging to address specific challenges. Items are packed in the 

boxes or envelopes and labelled with the address of customer, order details 

and tracking information. 

Packages are then sorted based on their destination with shipments to the 

same city or region grouped together. The sorted packages are handed over to 

the delivery carriers which manage shipments for their selected areas. This 

sorting process is important for confirming fast, accurate and cost-effective 

delivery, meeting customer expectations. 

Tracking systems plays a substantial role as they provide the package location 

on real-time, letting shipments monitoring possible. This helps resolve the 

delays or issues on time. The process is finished when the customer receives 

the shipment. 

Technologies such as barcodes, scanners and specialized software enhance 

the speed and minimize errors in the handling and sorting process. In addition 

to this, health and safety standards are essential to e-commerce operations, 

workers, customers and the products through proper procedures, equipment, 

and protocols. 

Segregating packages based on factors like geography, type, storage needs, 

and delivery priority is an important strategy. This approach improves 

processing, certifies proper handling and facilitate timely deliveries which 

contribute to an improved supply chain, better inventory management and 

customer satisfaction. 

The module is divided into four sessions. The first session comprises of 

Shipments and its types. The second session deals with Sorting procedures 

in E-commerce. The third session discusses about Tracking systems. 

Whereas, the last session includes best practices for Handling Shipments. 
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SESSION 1: SHIPMENTS AND ITS TYPES 

In e-commerce, shipment is the process of preparing, packaging, and 

delivering products from the seller or warehouse to the customer after an 

online order is placed.  

It is an essential part of order fulfilment and involves tasks such as picking 

items from inventory, securely packaging them, labelling them accurately with 

delivery information and transporting them to the buyer.  

Shipments can differ in size, type, and handling needs based on the nature of 

the products. 

DIFFERENT CATEGORIES OF SHIPMENTS 

In e-commerce, shipments can be classified based on factors like the type of 

product, delivery deadlines, geographic destination, and specific handling 

needs. 

1. By Type of Products: Categorization in the form of small parcels, 

fragile items, bulky shipments and perishable goods (Fig 2.1); 

 

Fig. 2.1: Categorization of shipments by the type of Products 

a. Small Parcels: Small and lightweight packages, including items like 

electronics, books, or clothing. 

b. Bulky Shipments: Bulky or heavy items, such as furniture, appliances, or 

gym equipment. 

c. Perishable Goods: Items with limited shelf life, such as groceries, flowers, 

or food products. 

d. Fragile Items: Fragile items, such as glassware, ceramics, or electronics, 

that need special packaging. 
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2. By Delivery Timeline: This categorization is done in terms of the 

expected delivery in the form of standard shipping, express shipping, 

scheduled and same day delivery (Fig 2.2); 

 

Fig. 2.2: Categorization of shipments by delivery timelines. 

a. Standard Shipping: Delivery within a standard timeframe (e.g., 3–7 

business days). 

b. Express Shipping: Expedited delivery, typically within 1–2 business 

days. 

c. Same-Day Delivery: Items delivered on the same day the order is 

made. 

d. Scheduled Delivery: Delivery at a specific date and time chosen by the 

customer. 

3. By Geographic Location: In terms of delivery area like international, 

local or domestic shipments (Fig.2.3); 

 

Fig. 2.3: Categorization of shipments by Geographic location 
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a. International Shipments: Across borders, typically requiring customs 

clearance and adherence to additional regulations. 

b. Domestic Shipments: Within the same country or area. 

c. Local Delivery: Local delivery, usually within the same city or area. 

Understanding these categories helps improve logistics, control costs, and 

ensure timely deliveries that meet customer needs. 

PACKAGING REQUIREMENTS AND CHALLENGES FOR EACH SHIPMENT 

TYPE  

1. Small Parcels: Small parcels in shipments are usually compact and 

lightweight packages (Fig 2.4); 

 

Fig. 2.4: Packaging requirements for small parcels 

Requirements: 

a. Sturdy outer packaging (corrugated boxes/ padded envelopes). 

b. Void fill materials (bubble wrap /air pillows/ paper) to avoid movement. 

c. Secure seals (tamper evident seals / packing tape). 

d. Clear labeling (scannable barcodes). 

Challenges:  

a. Ensuring cost efficiency while providing sufficient protection. 

b. Handling volumetric weight charges for items that are lightweight but 

take up significant space. 

c. Ensuring uniform packaging standards across a large number of orders. 
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2. Bulky Shipments:  They are large, heavy /oversized items that demand 

specific handling, packaging and shipping logistics (Fig.2.5); 

Requirements:  

 

Fig. 2.5: Requirements in Bulk Shipments 

a. Robust corrugated boxes or crates. 

b. Additional reinforcements such as straps or bands to keep items secure 

during transit. 

c. Use of pallets for easier handling and transport. 

Challenges: 

a. Potential for damage caused by shifting during transit. 

b. Increased logistics costs, necessitating optimization of package 

dimensions and weight 

c. Adherence to freight carrier protocols/regulations. 

3. Perishable Goods: They are products with a short shelf life that need 

watchful handling and storage to preserve their quality and freshness 

(Fig.2.6); 

 

Fig. 2.6: Packaging requirements of Perishable Goods Requirements 
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a. Insulated packaging (thermal liners / foam containers). 

b. Refrigerants such as ice packs or dry ice to preserve temperature. 

c. Fast-tracked shipping to reduce transit time. 

 Challenges 

a. Ensure food safety regulations are followed. 

b. Controlling costs related to temperature-sensitive packaging. 

c. Processing returns for spoiled or damaged items. 

4. Fragile Items: Fragile items are delicate products likely to get damaged 

or break down during transit. They require careful handling and 

attention to confirm they arrive unbroken (Fig.2.7); 

 

Fig. 2.7: Packaging requirements of Fragile Items 

a. Cushioning materials (foam inserts/ bubble wrap). 

b. Using double-boxing for extra protection. 

c. Applying “Fragile” labels to promote careful handling. 

Challenges: 

a. Higher costs and time requirements for custom packaging. 

b. Risk of mishandling during transit, even with proper labeling. 

c. Ensuring customer satisfaction by delivering items undamaged. 

 

OBTAINING DAILY COUNT SHEETS AND SHIPMENT SCHEDULES 

These are documents or reports that provide an outline of the number of 

products in stock. They help track inventory levels and highlight those that 

need restocking.  
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DAILY COUNT SHEETS  

Daily count sheets can be created using one of the following methods: 

1. Manual Counting: Employees physically count the items in the 

warehouse and record the quantities either on a sheet or in a system. 

2. Inventory Software: Automated tracking is done using software that 

updates inventory levels whenever items are sold or restocked. 

3. Barcode Scanners: Products are scanned during packing or 

restocking, and the inventory count is updated automatically. 

SHIPMENT SCHEDULES  

Shipment schedules outline the timing and destination of outgoing orders. 

They specify the orders needed to be shipped today, tomorrow or in the future. 

This confirms timely delivery to customers and minimizes delays or missed 

shipments. 

Shipment schedules are created using the following methods: 

1. Order Management System (OMS): An OMS creates a daily list of 

orders. 

2. Shipping Carriers: Couriers, like FedEx or DHL, provide schedules for 

package pickups and deliveries. 

3. Warehouse Teams: Teams compile shipment lists based on the 

incoming orders they receive. 

COLLECTING NECESSARY LABELS, STATIONERY, AND BARCODES 

LABELS: Labels contain important details such as shipping addresses, 

tracking numbers and special instructions (such as Fragile /Handle with 

Care). These labels provide guidance to shipping carriers on where and how 

to deliver the Package (Fig 2.8). 

 

Fig. 2.8: Labels used in Shipments 
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They can be obtained through: 

1. Automatically Generated by Shipping software. 

2. From the Shipping Carriers. 

3. Special Labels /Pre-printed labels (“Fragile”/” Perishable”) can be 

ordered in rolls for items requiring special handling. 

STATIONERY: Stationery consists of essential packing materials, such as 

packing slips, stickers and branded inserts. 

These items can be obtained through a printer or a local vendor to produce 

stickers, custom packing slips or branded inserts.  

It is necessary to ensure a sufficient supply of tape, paper and envelopes to 

maintain efficient packing operations. 

BARCODES: Barcodes are unique codes printed on labels or products which 

are used to track inventory and shipments. Scanning them ensure accurate 

picking, packing and shipping of items (Fig 2.10). 

 

Fig. 2.10: Barcodes 

They can be obtained through: 

1. Inventory Software / tools like Zoho or QuickBooks generate barcodes 

for the products. 

2. Suppliers as pre-printed Codes which contains barcodes on products. 

3. Barcode printer/label printer to create custom barcodes. 

The goal of shipment is to ensure timely delivery of the correct products to 

customers, while minimizing errors and delays. 
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PRACTICAL EXERCISES 

Activity 1: Field visit to a transport hub and; 

i. Identify and classify different shipment types based on size, weight, and 

handling requirements. 

ii. Review daily count sheets and match them to different shipment 

categories. 

Material required: Notebook, Paper, Pen/Pencil, Eraser and Questionnaire. 

Procedure:  

1. Make a group of 4 students. 

2. Visit a Transport hub which deals in multiple products. 

3. Make a list of shipments. 

4. Classify the shipments based on size, weight and handling 

requirements. 

5. Request the authorities to show you the daily count sheets. 

6. Ask them about the methods they follow to daily count sheets. 

7. Ask them questions on; 

a. Manual Counting of shipments  

b. Inventory software 

c. Bar code Scanners  

8. Review daily count sheets and match them to different shipments. 

9. Prepare a report on the field visit. 

10. Discuss findings in the class. 

Activity 2: Model making: Different shipment types based on size, weight, 

and handling requirements. 

Materials Required: Pen, Pencil, Rubber, colored papers, glue 

Procedure: 

1. Divide the class in groups. 

2. Prepare a model of a hub/warehouse of e commerce.   

3. Create props of different shipment types.  

4. Discuss each prop.  

5. Match the shipment types with the handling requirements.  

6. Ask questions.  
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7. Prepare notes.  

  8. Discuss leanings in the class. 

Activity 3: Role-play packaging various shipment types according to their 

specific requirements.  

Materials Required: Pen, Pencil, Eraser, Notebook and Checklist 

Procedure: 

1. Divide the class in groups. 

2. Assign each group the roles of packaging of; 

a. Small parcels 

b.  Bulky shipments 

c.  Perishable goods  

d. and Fragile goods 

3. Play the role of specific requirements of each type of shipments. 

4. Discuss about the challenges in packaging of each of this shipment.  

5. Ask questions. 

6. After the discussion, teacher must give remark on the discussion. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. In e-commerce, a ____________________is the process of preparing, 

packaging, and delivering products. 

2. In _________________employees physically count the items in the 

warehouse and record the quantities either on a sheet or in a system 

3. ______________________outline the timing and destination of outgoing 

orders. 

4. ________________contain important details such as shipping 

addresses, tracking numbers and special instructions 

5. _____________________are unique codes printed on labels or products 

which are used to track inventory and shipments. 

B. Multiple Choice Questions 

1. Labels can be obtained from ______________ 

a) Shipping software (automatically generated). 

b) Shipping Carriers 

c) Special Labels /Pre-printed labels  
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d) All of the above   

2. ___________ is not a way to create daily count sheet?  

a) Manual Counting 

b) Inventory Software 

c) Data Scanners 

d) Barcode Scanners 

3. Bubble wrap /air pillows/ paper are used in packaging of_____;  

a) Small Parcels  

b) Bulky shipments  

c) Perishable goods  

d) Fragile Shipments 

4. Tools like tools like Zoho or QuickBooks generate_______; 

a) Stationary 

b) Barcodes 

c) Shipments 

d) Wraps 

5. The challenges of shipping fragile items are; 

a) Higher costs and time requirements for custom packaging. 

b) Risk of mishandling during transit, even with proper labeling. 

c) Ensuring customer satisfaction by delivering items undamaged. 

d) All of the above  

C. State whether the following statements are True or False 

1. Barcodes can be obtained through a printer or a local vendor. 

2. An OMS generates a daily list of orders requiring shipment. 

3. Refrigerants such as ice packs or dry ice to preserve temperature are 

used for packaging of bulky shipments. 

4. Items with limited shelf life, such as groceries, flowers or food 

products are perishable goods. 

5. Corrugated boxes/padded envelops provide sturdy outer packaging. 

 

 

 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

59 
 

D. Match the followings 

 Column A  Column B 

1 Standard Shipping A 
Expedited delivery, typically within 
1–2 business days. 

2 Express Shipping B 
Delivery at a specific date and time 
chosen by customer 

3 Same-Day Delivery C Delivery within a standard timeframe 

4 Scheduled Delivery D Same city or area 

5 Local delivery E Items delivered on the same day 

E. Short Answer Questions 

1. What do you mean by Shipments? 

2. What do you understand by labels, stationery and barcodes? 

3. Write two examples each of Fragile, Perishable, Bulky and small 

shipments. 

4. What are daily count sheets? 

5. What is a shipment schedule? 

F. Long Answer Questions 

1. Elaborate different categories of shipments.  

2. Explain the packaging requirements and challenges for each type of 

shipment. 

3. Describe the ways to obtaining daily count sheets and shipment 

schedules. 

G. Check Your Performance 

1. Prepare a chart on the categorization of shipments.  

2. Discuss in the class about the packaging requirements and 

challenges for each shipment type. 

3. Explain the importance of labels and different instructions related 

to them. 
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SESSION2: SORTING PROCEDURES  

In e-commerce, the sorting process involves the systematic categorization of 

goods as soon as they are received, picked or prepared for shipment in a 

warehouse/ fulfilment Centre so that the items are correctly grouped and 

properly routed to their final destinations. 

IMPORTANCE OF SORTING TO PREVENT DELIVERY DELAYS 

Sorting is essential in e-commerce as it helps avoid delivery delays as it; 

1. Ensures the packages are grouped by delivery location. 

2. Plans the delivery trucks to follow the most efficient routes. 

3. Saves time of the delivery of shipment. 

4. Prevents order mix-ups as the items are sent to the correct address. 

5. Increases efficiency by enabling workers and machines to process more 

packages quickly. 

6. Helps to match packages with the best carrier/courier / delivery service 

based on factors like size, location and delivery speed. 

7. Reduces the risk of missing shipping deadlines. 

SORTING TECHNOLOGY (BARCODE SCANNERS, RFID) 

Sorting technologies (Barcode scanners and RFID) help e-commerce 

companies to accurately organize packages, confirming they are delivered to 

the correct destinations. 

BARCODE SCANNERS: These devices scan black-and-white patterns 

(barcodes) printed on packages. Each package has a unique barcode, similar 

to an ID card (Fig 2.11). 

 

Fig. 2.11: Barcode Scanner 
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The scanner reads the barcode, allowing the computer system to identify the 

item and its destination. The system then directs the package to the 

appropriate delivery route or bin. 

RFID (RADIO FREQUENCY IDENTIFICATION): It is a technology that uses 

small tags with a chip and antenna to store package information. 

These tags are attached to packages and send signals wirelessly to RFID 

readers, eliminating the need for scanning (Fig.2.12) 

  

Fig. 2.12: RFID System 

The system reads these signals to find the package and control its destination. 

RFID is faster than barcodes because it doesn't require pointing a scanner at 

each tag; it can read many tags at the same time, even from a distance. 

MATERIAL HANDLING EQUIPMENT USED FOR SORTING 

Material handling equipment used for sorting are essential for confirming that 

items are sorted quickly and accurately for shipping or further processing 

with both speed and accuracy. 
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1. Conveyor Systems:  They move items throughout the stages of the 

sorting process, minimize manual handling, processing fast track and 

facilitate integration with other systems (Fig.2.13).  

 

Fig. 2.13: Conveyor system for sorting 

The types of conveyors used for sorting are; 

a. Belt Conveyors: These are used to transport flat-bottomed packages. 

b. Roller Conveyors: These are best suited for carrying heavier packages. 

c. Tilt Tray or Cross-Belt Conveyors: They are designed precisely to sort 

items into chosen bins or chutes. 

2. Automated Guided Vehicles (AGVs): Mobile robots that move items 

from sorting areas to storage or packing zones. They are flexible and 

reduce dependence on fixed conveyors (Fig.2.14). 

 

Fig. 2.14: Automated Guided Vehicles (AGVs) 
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3. Chutes and Slides: They guide items from a sorting system into 

selected bins or packing areas. They are simple, efficient and frequently 

used together with automated sorters (Fig. 2.15). 

 

Fig. 2.15: Chutes and slides used for sorting 

4. Automated Sorters: They automatically identify, organize and route 

items based on barcodes or RFID tags (Fig.2.16). 

 

Fig. 2.16: Automated Sorters 

IDENTIFYING BAGS FOR UNLOADING BASED ON PRIORITY 

In e-commerce, identifying bags for unloading based on priority in a way; 

1. Priority is given based on urgency of customer demand. High-priority 

orders are recognized and unloaded first. 

2. Products intended for specific areas or regions may need to be unloaded 

earlier to quicken the fulfilment process. 
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3. Some deliveries may require additional time or resources are given 

priority (Higher number of orders and /or bulky items) 

4. The warehouse system automatically determines the priority by 

scanning the RFID tags by the bar code or RFID tags on the package. 

5. Some orders are time bound (those associated with specific sales 

events, seasonal promotions or deadlines). These bags are flagged and 

unloaded first. 

6. Bags containing fragile or perishable items are prioritized for unloading 

to prevent spoilage or damage.  

7. Automated systems (such as AI or robotics) support in sorting bags 

based on priority.   

8. In some warehouses workers manually label the priority level (e.g., 

high/ medium/ low) and sort bags accordingly.  

PRACTICAL EXERCISES 

Activity 1: Demonstrate the process of organizing and sorting shipments for 

delivery.  

Material required: Notebook, Paper, Pen/Pencil, card board, sheets, sketch 

pens  

Procedure:  

1. Form a group of four students. 

2. Engage in a discussion about the process of organizing and sorting 

shipments within the class. 

3. Prepare props representing different types of shipments. 

4. Showcase the process of organizing and sorting shipments for delivery. 

5. Take notes and ask any relevant questions. 

6. Share and discuss the key takeaways with the class. 

Activity 2: Practice using barcode scanners to sort shipments into categories. 

Materials Required: Pen, Pencil, Eraser, Notebook  

Procedure: 

1. Explore the purpose and functionality of barcode scanners through 

discussion. 

2. Visit the lab or transport hub for a hands-on experience. 

3. Learn the proper techniques for using a barcode scanner. 

4. Practice utilizing barcode scanners to categorize and sort shipments. 
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5. Share and discuss insights gained during the activity with the class. 

Activity 3:  Simulate; 

i. Sorting technology and Material handling equipment  

ii. Identifying bags for unloading based on priority.  

Materials Required: Pen, Pencil, Eraser, Notebook, props of sorting and 

material handling equipment.  

Procedure: 

1. Set up a transport hub in the classroom as a live practical workstation. 

2. Discuss and demonstrate the functions of the following using live 

examples and props: 

a. Barcode scanners 

b. RFID technology 

3. Explain the types and uses of the following equipment for sorting 

shipments, supported by props: 

a. Conveyor systems 

b. Automated Guided Vehicles (AGVs) 

c. Chutes and slides 

d. Automated sorters 

4. Highlight the importance of sorting to avoid delivery delays. 

5. Discuss how to identify bags for unloading based on priority. 

6. Share and discuss key learnings from the activity with the class.  

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. ________________________enable e-commerce companies to efficiently 

and accurately organize packages. 

2. The __________________reads the barcode, allowing the computer 

system to identify the item and its destination. 

3. _________________________ move items throughout the stages of the 

sorting process. 

4. _______________________are identified and unloaded first. 

5. In some advanced e-commerce warehouses______________________ 

support in identifying and sorting bags based on priority. 
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B. Multiple Choice Questions 

1. In e-commerce, for unloading priority involves; 

a) Customer demand, as some orders may be more urgent 

b) Products destined for specific areas may need to be unloaded 

earlier 

c) Time-sensitive orders are flagged and unloaded first 

d) All of the above 

2. _______________________guide items from a sorting system into 

designated bins or packing areas; 

a) Conveyor systems  

b) Chutes and Slides 

c) Automated Guided Vehicles  

d) Automated sorters  

3. __________ is not a type of conveyor? 

a) Belt Conveyors 

b) Roller Conveyors 

c) Tilt Tray or Cross-Belt Conveyors 

d) Sorting conveyor  

4. ________________________is a technology that uses small tags with a 

chip and antenna to store package information. 

a) RFID 

b) RDIF 

c) RIFD 

d) RFDI 

5. _______________________scan black-and-white patterns (barcodes) 

printed on packages; 

a) Barcode scanners  

b) Sheet fed scanners 

c) Bar flip scanners 

d) Photo scanners  

C. State whether the following statements are True or False 

1. Sorting prevents order mix-ups as the items are sent to the correct 

address. 
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2. Barcodes are faster than RFID. 

3. Material handling equipment used for sorting are essential for 

ensuring that items are sorted quickly and accurately. 

4. AGV are mobile robots that move items from sorting areas to storage 

or packing zones. 

5. Belt conveyors are best suited for carrying heavier packages. 

D. Match the followings 

 Column A  Column B 

1 Seasonal promotions A 
Guide items from a sorting 
system 

2 Chutes and Slides B Mobile Robots  

3 AGV C Flat Bottom Packages  

4 Belt conveyors  D 
Small tags with a chip and 
antenna  

5 RFID  E Time sensitive orders  

E. Short Answer Questions 

1. What is a Bar code scanner? 

2. What do you understand by RFID? 

3. What are Conveyors? 

4. What is the use of AGV in sorting? 

5. State the Priority in unloading. 

F. Answer Questions 

1. Explain the importance of sorting to prevent delivery delays. 

2. Explain material handling equipment’s used for sorting. 

3. Describe identifying bags for unloading based on priority. 

G. Check Your Performance 

1. Demonstrate the use of material handling equipment’s in sorting. 

2. Discuss the concept of identifying bags for unloading based on 

priority.  
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SESSION 3: TRACKING SYSTEMS  

A tracking system in e-commerce is a tool or technology designed to monitor 

the movement of a package from the moment it is ordered until it reaches the 

customer. 

 

Fig. 2.17: Tracking systems 

When an order is placed, a tracking number is assigned to it. As the package 

moves through different stages such as packing, shipping, and delivery the 

system updates its status.  

Customers can use this tracking number to view the package’s location and 

estimated delivery time. 

FUNCTION OF TRACKING SYSTEMS IN DELIVERY OPERATIONS 

1. The system provides the details of package’s location at each stage from 

packing at the warehouse to final delivery. 

Shipped…………. ……….in transit ………………………. Out for delivery  

2. It provides real-time updates to both the customer and the delivery 

team about the package’s status. 

3. The system guides delivery drivers to plan optimal routes to reach 

customers quickly, minimize delays and ensure on-time deliveries. 

4. If a package is delayed/ lost / mis delivered, the system helps in 

identifying the issue and resolve it. 

5. Customers feel secured as they can track their package and know the 

exact delivery time. 

6. The system enables businesses to efficiently handle big orders. 

IMPORTANCE OF REAL-TIME UPDATES FOR CUSTOMERS 

It involves providing real-time updates (the package’s current location and 

estimated delivery time) on order status.  

Tracking 
update 

Customer 
access 

Order 
Placed 
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Real time updates are important for customers as they; 

1. Keep customers informed and reduce uncertainty. 

Customers receive instant notifications about their package, such as:  

“Your order has been shipped.” 

“Out for delivery” 

“Delivered” 

2. Reassure customers that the company is transparent and reliable. 

3. Being aware of the exact delivery time allows customers to organize 

their day more effectively. 

Knowing the package will arrive at 2 pm allows customers to ensure 

they are home to receive it. 

4. If there is a delay or issue (such as a package being delayed / delivered 

to the wrong address) real-time updates promptly notify both customers 

and businesses. 

5. It enhances customer satisfaction by making the shopping experience 

smoother and more dependable. 

TOOLS USED FOR TRACKING: MOBILE APPS, GPS, HANDHELD 

SCANNERS 

In e-commerce, tools like mobile apps, Global Positioning System (GPS) and 

handheld scanners are used to track package movements and ensure timely 

and efficient deliveries. 

MOBILE APPS: These are smart phone applications that enable customers, 

delivery drivers and businesses to monitor and manage order tracking (Fig 

2.18). 

 

Fig. 2.18: Use of Mobile Apps for Tracking 

1. Customers can be updated about the status of their orders and view 

estimated delivery times. 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

70 
 

2. Delivery drivers use the apps to access delivery routes and update the 

current status of packages upon delivery. 

An e-commerce app displays updates like “Your order is on its way” or 

“Delivered at 3:00 PM.” 

GPS: It is a technology used to monitor/track the precise location of delivery 

vehicles (2.19). 

 

Fig. 2.19: GPS Tracking System and GPS device 

1. GPS tracking systems use the Global Navigation Satellite System 

(GNSS) network. 

2. GPS devices in delivery trucks / driver smartphones transmit location 

information to the tracking system. 

3. GPS lets customers and businesses to view the delivery vehicle’s real-

time location. 

A map displaying updates like “The driver is 5 stops away” or “Your package 

will arrive at 2:30 PM.” 

HANDHELD SCANNERS: They are compact, handheld devices used by 

delivery personnel to scan barcodes or QR codes on packages (Fig.2.20). 

 

Fig. 2.20: Using Handheld scanners 
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1. Every package is allocated a barcode or QR code. 

2. Scanning the code updates, the package’s status in the system. 

A delivery driver scans the package at the destination to update its status as 

“Delivered.” 

SCANNING BARCODES AND REMOVING BAG SEALS FOR SHIPMENT 

SORTING 

Scanning barcodes and removing bag seals are important steps in the e-

commerce shipment sorting process, confirming packages are properly 

recognized, sorted and routed to their exact destinations. 

SCANNING BARCODE:  

There is a unique label on each package or bag which contains essential 

information of the shipment (the shipment ID, destination, and order details). 

A handheld scanner or automated system reads the barcode, transmit the 

data to the warehouse or sorting system, which then determines the package’s 

next destination. 

 Importance: 

1. Barcodes allow for precise tracking of packages. 

2. Scanning confirms packages are automatically directed to the right area 

and reduce errors.  

3. Both customers and businesses receive timely updates, such as 

“Package arrived” at the sorting center. 

 A package’s barcode is scanned and the system directs it to the appropriate 

sorting belt for delivery to a specific city. 

REMOVING BAG SEAL: 

Bag seals secure bags containing multiple packages during transit, ensuring 

their safety.  

Once the bag reaches the sorting center, the seal is removed so that workers 

access the packages inside. 

Importance:  

1. Opening a sealed bag enables the sorting of individual packages 

according to their final destinations.  

2. Sealed bags protect packages during transit and prevent any damage.  

3. Removing seals at the right stage ensures controlled access. 

4. Bag Seals makes sorting operations better by providing quick access to 

multiple packages simultaneously. 
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 A sealed bag containing 40 packages are delivered to a sorting hub.  

The seal is removed, and each package is then sorted based on its destination. 

PRACTICAL EXERCISES 

Activity 1: Practice using handheld scanners to track and log shipment 

information. 

Material required: Notebook, Paper, Pen/Pencil, Handheld scanners  

Procedure:  

1. Form a group of four students. 

2. Visit a transport hub or lab for a hands-on experience. 

3. Study and understand the functionality of handheld scanners. 

4. Practice using handheld scanners effectively. 

5. Record shipment information by creating a detailed log. 

6. Take notes and ask questions for clarification. 

7. Share and discuss insights and learnings with the class. 

Activity 2: Role-play providing real-time tracking updates through a mobile 

app.  

Materials Required: Pen, Pencil, Eraser, Notebook  

Procedure: 

1. Divide the class into groups. 

2. Explore the concept of real-time tracking updates using mobile apps. 

3. Enact a scenario where an order is placed, tracking its journey from 

leaving the warehouse to reaching the customer. 

4. Role-play the process of monitoring the order’s progress with real-time 

updates via a mobile app. 

5. Ask questions for clarity and better understanding. 

6. Share and discuss key takeaways with the class. 

Activity 3: Use a mock tracking system to understand how shipment 

movement is monitored.  

Materials Required: Pen, Pencil, Eraser, Notebook  

Procedure: 

1. Review the key concepts of tracking systems, including: 

 Functions and purposes of tracking systems 
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 Providing real-time updates to customers 

 Tools and technologies used for tracking 

 The significance of scanning barcodes and removing bag seals for 

shipment sorting 

2. Develop a mock tracking system that incorporates all these aspects. 

3. Gain an understanding of how shipments are monitored and tracked 

throughout the process. 

4. Take detailed notes and submit your findings to the class. 

5. Wrap up the activity by seeking the teacher’s final remarks on the 

discussion. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. A _______________________or automated system reads the barcode. 

2. ____________________secure bags containing multiple packages 

during transit, ensuring their safety.  

3. ___________________ensures packages are automatically directed to 

the appropriate sorting area, reducing errors. 

4. It is a technology used to monitor/track the precise location of 

delivery vehicles. 

5. ________________are smart phone applications. 

B. Multiple Choice Questions 

1. _______________________is the technology used to monitor/track the 

precise location of delivery vehicles 

a) GRS 

b) GPS 

c) GVS 

d) RGS 

2. Scanning barcodes are important because they; 

a) Allow for accurate tracking of packages 

b) Ensures packages are automatically directed to the appropriate 

sorting area, reducing errors 

c) Help to receive timely updates 

d) All of the above  



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

74 
 

3. Every package is allocated a unique _________________________. 

a) Barcode or QR code 

b) Title 

c) Packaging  

d) Color  

4. GPS tracking systems use the ______________________System 

network. 

a) Geo National Satellite  

b) Global Navigation Satellite 

c) Global National Satellite  

d) Geo Navigation satellite  

5. Customers receive instant notifications about their package 

though___________; 

a) Scanning  

b) Real time updates  

c) Sorting  

d) Scheduling  

C. State whether the following statements are True or False 

1. Scanning the code updates, the package's status in the system. 

2. Barcodes doesn’t allow for accurate tracking of packages. 

3. Bag seals secure bags containing multiple packages during transit, 

ensuring their safety.  

4. If there is a delay or issue real-time updates promptly notify both 

customers and businesses. 

5. GPS are smart phone applications that enable customers, delivery 

drivers, and businesses to monitor and manage order tracking. 

D. Match the followings 

 Column A  Column B 

1 GPS A Reads the barcode 

2 Handheld scanner B Protect packages 

3 Sealed bags C Current location  
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4 Real-time updates D Monitor the movement 

5 Tracking system E Precise location of vehicle 

E. Short Answer Questions 

1. What do you mean by Tracking system? 

2. Define; 

a. Mobile apps. 

b. GPS  

c. Handheld scanners   

3. What is a real time update? 

4. What are the Bag seals? 

5. What is a Bar code? 

F. Long Answer Questions 

1. Explain the functions of tracking systems in delivery operations. 

2. Describe the   importance of scanning barcodes and removing bag 

seals for shipment sorting. 

3. How real time updates are important for customers? 

G. Check Your Performance 

1. Create a chart showing tools for tracking: mobile apps, GPS, 

handheld scanners. 

2. Discuss situations in which real time updates are useful for 

customers. 
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SESSION 4: BEST PRACTICES FOR HANDLING SHIPMENTS 

SAFE HANDLING 

Safe handling of shipments includes managing products throughout the 

shipping process confirming they are delivered to customers in perfect 

condition and on time. It involves; 

1. Proper Packaging: Using suitable materials like durable boxes, bubble 

wrap or waterproof packaging to protect items during transit. Fragile or 

delicate items are padded to avoid damage (Fig. 2.21). 

 

Fig. 2.21: Proper packaging 

2. Labelling: It makes sure that shipping labels are accurate and clear, 

including the recipient’s address/ return address/ any special handling 

instructions (“Fragile” or “This Side Up”) 

3. Compliance (with Shipping Guidelines): Compliance with 

shipping/carrier-specific guidelines on size, weight and prohibited 

items.  

4. Tracking and Documentation: Issuing tracking numbers (for both the 

sender and recipient) and keeping detailed shipment records to address 

issues like loss or damage. 

5. Secure Transportation: Tie ups with reliable logistics providers who 

make sure that the shipments are protected against extreme weather, 

theft or mishandling. 

6. Damage and Loss Prevention: Taking steps to prevent theft, 

misplacement or accidental damage and insurance of valuable or 

delicate items to reduce financial loss. 

TECHNIQUES OF SAFE HANDLING IN DIFFERENT SHIPMENT 

In e-commerce, ensuring safe handling is crucial to build customer trust, 

minimize returns and damages. The methods of safe handling differ based on 

the type of products being shipped and the logistics process involved.                     

(Fig. 2.22). 
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FRAGILE ITEMS: 

1. For safe handling of fragile items materials like bubble wrap, foam, or 

air pillows are used to prevent items from damage.  

2. Items are placed in a padded inner box within a larger cushioned outer 

box for added safety.  

3. Clearly label packages with cautions such as “Handle with Care” or 

“Fragile” to alert handlers.  

4. Specially designed packaging for impact-sensitive items like electronics. 

PERISHABLE ITEMS 

1. Maintain the required temperatures by using insulated containers, cold 

packs or dry ice.  

2. Fast shipping options are implemented to reduce the time of transit. 

3. Confirm the packaging is capable of containing potential spills.  

4. Temperature or freshness indicators are included to verify the condition 

of the goods upon delivery. 

BULKY ITEMS 

1. Secure items during transit with pallets, straps, or wooden crates.  

2. Use mechanical equipment or handlers, such as forklifts to ensure safe 

handling.  

3. Distribute weight evenly to avoid tipping or shifting during transport. 

4. Protect items from dirt and moisture by covering them with tarps or 

shrink wrap.  

 

Fig. 2.22: Techniques of Safe Handling in Different Shipment 

 

Safe Handling Techniques Fragile items 
•Cushioning and padding : Protect items with materials like bubble wrap, foam, or air pillows to prevent damage. 

•Double boxing

• 'Fragile' Labeling 

•Shock  resistant Packing 

Safe Handling Techniques Perishable goods
• Temperature control 

• Expedited shipping 

• leak proof packing 

• Monitoring device 

Safe Handling Techniques Bulky items 
• Re inforced packaging 

• Team handling 

• Weight distribution

• Protective covers 
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MEANING AND IMPORTANCE OF PROTECTIVE PACKAGING  

In e-commerce, protective packaging covers the materials and techniques 

used to protect products during storage, handling and shipping (Fig.2.23). 

It means that items reach customers in unspoiled condition, protected from 

damage, pressure, moisture or any other environmental factors during 

transit. 

 

 

 

 

 

 

 

 

Fig. 2.23: Protective Packaging Materials 

It is important because; 

1. Protective packaging protects items and makes sure they remain intact 

and undamaged during transit especially for fragile, high-value or 

perishable goods. 

2. If the products are delivered in perfect condition, it builds customer 

trust and increase satisfaction.  

3. It reduces the risk of damage of product, decrease return rates and 

related costs such as refunds, replacements and waste management. 

4. Consistently delivering goods in perfect condition creates an image of 

professionalism and reliability. 

5. Some items (hazardous or medical products) need specialized 

packaging to conform with regulatory and safety standards. Following 

these requirements helps to prevent legal issues and penalties. 

6. New age packaging solutions focus on sustainability by using recyclable 

or biodegradable materials taking care of environmental responsibility. 

7. Properly packaged products are easier to handle and transport and 

reduce delays and risks during transit.  

MEANING OF HEALTH AND SAFETY 

Health and safety in e-commerce include practices, procedures, protocols and 

regulations to protect workers, customers, and the quality of product 

throughout the supply chain.  



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

79 
 

It includes all the features of shipment handling, order processing, inventory 

management and maintaining a safe workplace environment.  

Health and safety measures minimize the risk of accidents, injuries and 

product damage by ensuring proper storage, packaging and transportation of 

products. 

HEALTH AND SAFETY STANDARDS FOR HANDLING SHIPMENT 

Following health and safety standards is essential to protect workers, 

customers and product integrity and reduce the risks during handling of 

shipment (Fig.2.24). 

 

Fig. 2.24: Health and safety risks 

 These standards include; 

1. Workplace Safety Standards: It includes training of employees on safe 

handling procedures like the use of equipment like forklifts and 

conveyor belts and correct lifting techniques. Regular inspections and 

maintenance of tools and machinery are performed to avoid accidents. 

Also, workstations /tools are designed to minimize physical strain such 

as anti-fatigue mats and includes   modifiable packing tables. 

2. Personal Protective Equipment: Supply the necessary PPE (gloves, 

safety shoes, and high-visibility vests) to protect workers from 

accidents. Respiratory protection is provided when dealing with 

hazardous materials or working in dusty environments. 
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3. Safe Handling (of Packages): Safe packing techniques to avoid damage 

during transit by evidently labelling heavy packages and follow weight 

limit guidelines. Minimize the risks of manual lifting use equipment 

such as trolleys, pallet jacks and conveyor belts. 

4. Hazard management: Prevents tripping hazards and collisions 

maintain the pathways clear and designated zones. Also follow proper 

storage and handling procedures. Fire extinguishers and smoke 

detectors are installed with the accessibility of emergency exits. 

5. Technology and Automation: It involves utilising automations like 

robotic sorters or Automated Guided Vehicles (AGVs) and reduce risks 

involved with manual handling. Also improves the flow of shipments 

and reduce delays. 

6. Environmental Considerations: It involves dispose of waste materials 

(damaged goods and excess packaging) properly. To minimize 

environmental impact, switch to sustainable packaging materials by 

adhering to these health and safety standards. 

E-commerce businesses can maintain smooth operations and prioritize the 

health and safety of both employees and customers. 

IMPORTANCE OF CHECKING BAGS AND SEGREGATING DAMAGED 

SHIPMENTS 

 

Fig. 2.25: Checking bags and segregating damaged shipments 
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Checking bags and segregating damaged shipments improves operational 

efficiency and customer satisfaction as it (Fig.2.25); 

1. Confirms customers receive products in perfect condition which 

reduces complaints, refunds, and returns. 

2. Encourage repeat purchases. 

3. Identifies damaged goods in the warehouse which helps in quicker 

solutions such as repair/ replacement / return without disturbing the 

delivery process. 

4. Helps to maintain accurate inventory records. 

5. Prevents the sale of damaged products. 

6. Follow the safety and environmental standards particularly for 

hazardous materials. 

7. Minimise the costs related with returns or refunds for defective items. 

SEGREGATING PACKAGES  

Segregation of packages by geography, type, storage requirements, and 

delivery priority improves warehouse organization, timely deliveries and 

improve shipping processes. 

1. Based on Geography: Arrangement of the packages according to their 

destination, such as regions, cities, or countries to enable smooth 

shipping and efficient sorting. It; 

a. Enhances overall logistics efficiency as it simplifies the allocation of 

shipments to the right carrier and /or delivery route.  

b. Reduces delays in transit as grouping of packages reaching the same 

location speeds up dispatch.  

c. Helps reducing transportation costs by minimizing the number of 

trips needed. 

2. Based on Type: Classifying packages based on their type 

(Fragile/hazardous/ oversized/perishable items). 

a. Confirms that the products are handled and stored correctly.  

b. Reduce the risk of damage or accidents.  

c. Facilitate the use of suitable packaging materials and methods 

specific to each product type. 

3. Based on Storage Requirements: Segregation of packages based on 

their storage requirements (temperature/ humidity/specialized 

shelving) involves; 
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a. Storage of products (perishables/ medications/ electronics) in ideal 

conditions to preserve their shelf life.  

b. Avoid contamination or damage as incompatible items like food and 

chemicals are separated.  

c. Utilisation of warehouse space efficiently. 

4. Based on Priority: Segregating shipments by priority/delivery urgency, 

includes high-priority orders or with specific customer deadlines. 

a. It Improves customer satisfaction as it makes sure the orders reach 

on time.  

b. Prioritize urgent shipments particularly during peak times to reduce 

delays.  

c. It supports the effective allocation of resources. 

Segregation of packages by geography, type, storage requirements and priority 

are an essential strategy in e-commerce. By applying this approach, 

businesses can improve inventory management, optimize their supply chain 

and steadily fulfil customer expectations. 

PRACTICAL EXERCISES 

Activity 1: Demonstrate proper lifting techniques for heavy and bulky 

shipments. 

Material required: Notebook, Paper, Pen/Pencil, Eraser  

Procedure:  

1. Form a group of four students. 

2. Discuss workplace risks, particularly when handling heavy or bulky 

shipments. 

3. Talk about proper lifting techniques to minimize these risks. 

4. Demonstrate the correct methods for lifting heavy and bulky shipments 

safely. 

5. Share and discuss the insights gained during the activity with the class. 

Activity 2: Practice sorting and packaging fragile items to avoid damage. 

Materials Required: Pen, Pencil, Eraser, bubble wrap, cushion box, sketch 

pens   

Procedure: 

1. Divide the class into groups. 

2. Discuss the concept of safe handling for fragile items, covering: 
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 The use of protective materials such as bubble wrap, foam, or air 

pillows to prevent damage. 

 Placing items in a padded inner box inside a larger cushioned outer 

box for additional protection. 

 Clearly labelling packages with warnings like “Handle with Care “or 

“Fragile” to inform handlers. 

 Using specially designed packaging for impact-sensitive items, such 

as electronics. 

3. Select some fragile items to sort and record their details. 

4. Practice properly packaging these items using appropriate techniques. 

5. Add labels to the packages if necessary. 

6. Share and discuss the key takeaways from the activity with the class. 

Activity 3: Conduct a safety inspection of the handling area and equipment 

to ensure compliance with health and safety standards.  

Materials Required: Pen, Pencil, Eraser, Notebook  

Procedure: 

1. Divide the class into groups. 

2. Visit a nearby transport hub or warehouse. 

3. Observe and understand the health and safety standards practiced at 

the site. 

4. Engage in discussions and ask questions on topics such as: 

 Workplace safety standards 

 Personal protective equipment (PPE) 

 Safe handling of packages 

 Hazard management 

 Technology and automation in operations 

 Environmental considerations in the workplace 

5. Review the safety inspection processes for handling areas and 

equipment to ensure compliance with health and safety regulations. 

6. Take detailed notes during the visit. 

7. Prepare a comprehensive report based on observations and 

discussions. 
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8. Submit the report in class and share insights and learnings from this 

activity. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. _______________and segregating damaged shipments improves 

operational efficiency and customer satisfaction. 

2. To prevent collisions and tripping hazards maintain clear pathways 

and __________________. 

3. ____________________safeguards items. 

4. For safe handling of ___________________items   material like bubble 

wrap is used. 

5. ________________________ include the recipient’s address, return 

address and any special handling instructions 

B. Multiple Choice Questions 

1. Insulated containers are used for handling of____________. 

a) Perishable items 

b) Bulky items  

c) Fragile items 

d) Waste items  

2. Bubble wrap, foam, or air pillows are used in_____________. 

a) Perishable items 

b) Bulky items  

c) Fragile items 

d) Waste items  

3. Workplace Safety standards include; 

a) Train employees on safe handling procedures  

b) Design workstations /tools  

c) Perform regular inspections  

d) All of the above  

4. Sustainable packaging materials are a part of___________. 

a) Environmental considerations 

b) Technology and automation  

c) Workplace Safety standards  
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d) Hazard management 

5. Grouping packages going to the same location comes under basis 

of_______________. 

a) Type 

b) Geography  

c) Storage requirements 

d) Priority 

C. State whether the following statements are True or False 

1. Temperature or freshness indicators are included in shipping of 

bulky items to verify the condition of the goods upon delivery. 

2. Proper packaging is utilizing suitable materials like durable boxes, 

bubble wrap or waterproof packaging to protect items during transit. 

3. If the products are delivered in perfect condition, it builds customer 

trust and increase satisfaction.  

4. Providing respiratory protection is not important when dealing with 

hazardous materials or working in dusty environments. 

5. Segregation of packages based on storage requirements utilize 

warehouse space correctly. 

D. Match the followings 

 Column A  Column B 

1 Automation  A Bulky Items 

2 PPE B Handling instructions 

3 Pallets, wooden straps C Smoke Detectors  

4 Label D Gloves and vests  

5 Hazard Management  E Robotic Sorters  

E. Short Answer Questions 

1. What do you understand by Safe handling? 

2. Define; 

a. Fragile items 

b. Perishable items 

c. Bulky items  
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3. What do you mean by health and safety? 

4. What is a protective packaging? 

5. What is a Personal Protective Equipment? 

F. Long Answer Questions 

1. Explain the concept of segregating packages based on geography, 

type, storage, and priority. 

2. Elaborate health and safety standards for handling shipments. 

3. Discuss the importance of checking bags and segregating damaged 

shipments. 

4. Explain the meaning and importance of protective packaging.  

G. Check Your Performance 

1. Demonstrate the health and safety risks at work place. 

2. Role play: Techniques of safe handling in different shipments. 
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MODULE 3: HANDOVER AND REPORTING 

DELIVERIES ISSSUES 

In the rapidly evolving scenario of e-commerce, the significance of efficient 

delivery logistics cannot be overstated. As consumers increasingly expect swift 

and reliable service, the role of delivery associates becomes vital in ensuring 

that these expectations are met. However, the complexities of the delivery 

process often give rise to various challenges that can hinder operations and 

impact customer satisfaction.  

An e-commerce delivery associate plays a critical role in ensuring the 

seamless execution of the last-mile delivery process, bridging the gap between 

the company and its customers. This role encompasses a wide range of 

responsibilities, including proper handover of packages, managing 

undelivered shipments, handling company receipts, and obtaining customer 

acknowledgments. 

Timely reporting of delivery issues such as delays, missed pickups, or 

damaged shipments is another key responsibility, enabling quick resolution 

and maintaining operational efficiency. Further, ensuring the vehicle is in 

good condition and adhering to maintenance schedules are essential for 

minimizing disruptions and ensuring timely deliveries. 

Proper documentation, including filing forms such as insurance, 

reimbursement form, etc. and logging delivery statuses, ensures 

accountability and smooth operations. Returning company property, such as 

devices, unused stationery, or uniforms, is equally important for resource 

management and organizational compliance. Collectively, these duties 

highlight the delivery associate’s pivotal role in sustaining the efficiency, 

reliability, and customer-focused approach of e-commerce logistics. 

This module explore the best practices for handover operation among delivery 

associates, discuss about undelivered shipment in first session, company 

receipts and acknowledgement in second session and outline strategies for 

effective reporting in third session where as in last session we talk about the 

documentation and returning of company devices.  

E-commerce businesses can enhance their delivery processes, improve 

customer satisfaction, and ultimately foster a more resilient supply chain by 

understanding these dynamics. Whether you are a delivery associate, a 

logistics manager, or a business owner, insights into this kind of aspect in e-

commerce operations can help propel your organization toward greater 

efficiency and success.  
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SESSION 1: HANDOVER PROCESS 

The concept of handover (fig 3.1) involves the structured process of 

transferring responsibility for packages, routes, and delivery-related 

information either from the warehouse to the delivery associate or between 

delivery associates. This process ensures that each package reaches its 

destination successfully and that any issues or concerns are documented and 

addressed at each stage (Fig3.3) of delivery. 

 

Fig. 3.1: Handover process between warehouse 

Overall, a well-implemented handover process in e-commerce delivery 

promotes continuity, efficiency, and accountability, ensuring that packages 

are handled carefully from dispatch to doorstep. 

 

Fig. 3.2: Handover of package 
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In e-commerce, the handover process at the destination is an important step 

in which the delivery associate completes the transaction by transferring (fig 

3.2) the package to the customer. This process must be executed carefully to 

secure an effective customer experience and confirm successful delivery. 

Process of Handover at the Destination 

 

Fig. 3.3: Delivery Handover Process 

1. Arrival and Verification (Fig 3.3): The associate confirms the 

destination by checking the address and any specific instructions 

provided for the delivery. On arrival, the associate verifies the recipient’s 

identity which could involve checking ID or confirming a One-Time 

Password (OTP) provided to the customer.  

2. Customer Notification: Notify the customer of the delivery, typically 

via call or app notification, if they aren’t immediately available at the 

destination. If the customer does not respond or is unavailable, follow 

company protocol, which may include waiting for a certain period or 

leaving a delivery attempt notification. 

3. Package Inspection with Customer: Before handing over; inspect the 

package’s condition to ensure there are no visible damages. If the 

customer notices any issues, they may wish to open the package on the 

spot, depending on company policies. 

4. Confirmation of Delivery: Obtain confirmation of delivery through 

methods like: 

a) Digital Signature: Many e-commerce platforms require the 

customer’s digital signature or a photograph as proof of delivery. 

b) OTP Verification: For secure deliveries, some platforms require an 

OTP shared with the customer. 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

90 
 

c) If contactless delivery is preferred, confirm that the package has 

been securely placed at the agreed location and ensure the customer 

is notified of its placement. 

5. Payment Collection: For Cash-On-Delivery (COD) orders, collect 

payment from the customer, ensuring the correct amount is received 

and providing a receipt if necessary. Verify the payment status in the 

system before completing the handover. 

6. Documentation and Updates: Mark the delivery as completed in the 

company’s system immediately after handover, noting any issues 

reported by the customer. If the package is undeliverable (example due 

to customer absence, incorrect address, or refusal), document the 

reason, follow company protocol, and proceed with rescheduling or 

returning the item as instructed. 

7. Post-Delivery Communication: Send a confirmation notification to the 

customer through the app or email, if applicable. For any issues raised 

by the customer at the time of delivery, escalate the problem to 

customer service to follow up as needed. 

8. Undelivered Shipments (Fig 3.4): Undelivered shipments refer to 

packages or parcels that were not successfully delivered to the intended 

recipient for various reasons. This could include delivery refusal, 

incorrect addresses, customer unavailability, or damages during 

transit.  

For example: Anil is a delivery associate in XYZ Co., he is delivering package 

from warehouse to the customer. Now for success completion handover 

process, Anil has to first confirm address and package delivery than also 

notify about the timing of delivery, on arrival package inspection by the 

customer if customer accept the package than confirmation from the 

customer via OTP or digital signature for accepting. If the delivery is COD, 

then payment collection and portal have to be updated. If the customer 

refuses the package, then marking the package as Undelivered Shipment and 

further documentation of that shipment with sign off. 

UNDELIVERED SHIPMENTS 

Undelivered shipments represent incomplete deliveries and require special 

handling, documentation, and follow-up actions to resolve the issue. From 

the above figure (Fig. 3.3) the process of handover from the warehouse to 

destination. 
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Fig. 3.4: Undelivered Shipments 

Reasons for Undelivered Shipments 

Following are the reason for Undelivered Shipments (fig 3.4):  

1) Incorrect or Incomplete Address - The address provided by the 

shipper or customer is invalid or missing critical details. 

2) Customer Unavailability - The recipient is not present to accept the 

delivery at the specified location or time. 

3) Refusal to Accept - The recipient may refuse to accept the shipment 

due to dissatisfaction, damage, or other reasons. 

4) Restricted Entry - Delivery associates are unable to access the delivery 

location (e.g., gated communities, office premises). 

5) Payment Issues - In cases of Cash-On-Delivery (COD), the recipient 

may lack sufficient funds or refuse payment. 

6) Damage or Loss - The shipment may be damaged, lost, or tampered 

with during transit. 

7) Unexpected Delays - Issues like bad weather, vehicle breakdowns, or 

logistical errors can prevent timely delivery. 

DOCUMENTATION FOR UNDELIVERED SHIPMENTS 

Proper documentation is essential to record the reasons for undelivered 

shipments and to initiate the next steps, such as redelivery, Return to Origin 

(RTO), or refund processing. The documentation ensures accountability, 

transparency, and smooth resolution of undelivered cases. 

Components of Documentation for Undelivered Shipments 

Shipment Details (Fig 3.5 shows sample form of undelivered shipment form): 

1) Package ID or tracking number 
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2) Sender and recipient information 

3) Delivery address 

4) Reason for Non-Delivery - Clearly state the reason for failure (e.g., 

recipient not available, address incorrect), use predefined reason codes 

if applicable. 

5) Delivery Attempt Details - Date and time of delivery attempts 

6) Evidence of the attempt (e.g., photographs, GPS location data, or time-

stamped logs) 

7) Notes about interactions with the recipient or observations at the 

location 

8) Status Update - Update the shipment status in the logistics system as 

“undelivered.”  

9) Notify the relevant parties (sender, logistics team, or customer service) 

10) Plan for redelivery if feasible, or schedule a return to the sender (RTO) 

include instructions for customer communication or resolution. 

11) Acknowledgment or Sign-off- If applicable, the delivery associate or 

logistics supervisor signs off on the undelivered status. 

 

Fig. 3.5: Sample form for Undelivered shipments. 
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Undelivered shipments are inevitable part of e-commerce logistics, and 

maintaining proper documentation ensures a smooth resolution process, 

protecting both the delivery associate and the company from potential 

disputes or financial losses. 

PRACTICAL EXERCISES 

Activity 1: Perform the following case study on handing over undelivered 

shipments to the Warehouse Coordinator.  

Manish is working as a Warehouse Coordinator Executive of a Supply 

Company. The purpose is to provide shipment to the customer. The 

warehouse is large and so the undelivered shipment is stored back. Manish’s 

role is to handover the undelivered shipment with respect to reason and also 

check for damages to the coordinator. Since the shipment sometime are not 

delivered to the customer so are stored in warehouse for delivery. The 

warehouse area has different areas for these undelivered shipments. 

Material Required: Checklist of shipments, list out according to Route 

planning, Delivery related Equipment’s, Pen, Paper, etc. 

Procedure: 

1. Make a list of all packages that are inside the Warehouse  

Content may columns such as: 

a) Area wise 

b) Packages number 

c) Redelivery 

2. Differentiate the shipment according to the columns in form report. 

3. Check the damages after and before delivery if any inside the warehouse 

room notify to the coordinator. 

4. Check for delivery attempt of the packages 

5. Draw a table showing delivery attempt, reason for non-delivery, 

evidence, Notes (updates regarding delivery). 

6. Show updates in notes table whether delivered or postpone 

7. Submit the following table to the Teacher 

Activity 2: Fill a mock form for undelivered shipments.  

Materials Required: Pen, Printed form, Pencil, Rubber, etc. 

Procedure:   

1. Visit a shipment delivery warehouse nearby your school. 

2. Take permission of in charge of that Warehouse coordinator. 
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3. Take a sample form for undelivered shipments. 

4. Learn how they fill form they use for undelivered shipments. 

5. Note down the items inspected with equipment’s. 

6. Make a table listing all items of the warehouse, collect pictures of 

undelivered shipments for evidence.  

7. Mention items on form to be inspected with specific reason for 

undelivered shipment.  

8. Prepare a list of shipments that are damage. 

9. Discuss with the fellow students and confirm with coordinator. 

10. Prepare a Chart. 

11. Submit to the teacher. 

Activity 3: Identify the reasons for undelivered shipment on visiting a delivery 

warehouse.  

Material required: Pen, Paper, Pencil, Rubber, Paper Pad, etc. 

Procedure: 

1) Visit nearby delivery warehouse, collect following: 

a) Ask in charge or delivery Warehouse Coordinator about the 

undelivered shipment form. 

b) Take the sample of claim form. 

2) Collect the reasons given in the undelivered shipment form.  

3) Note down the reason in page. 

4) Ask the coordinator, delivery associate to explain about the reasons 

mentioned in the form.  

5) Prepare an analytical report.  

6) Discuss those reasons in class. 

7) Prepare notes with unique reasons.  

8) Submit it to teacher. 

CHECK YOUR PROGRESS 

A.  Fill in the Blanks 

1. ____________________________ involves the structured process of 

transferring responsibility for packages, routes, and delivery-related 

information either from the warehouse to the delivery associate or 

between delivery associates. 
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2. The delivery associate or logistics supervisor ___________ on the 

undelivered status 

3. __________________refer to packages or parcels that were not 

successfully delivered to the intended recipient for various reasons.  

4. The handover process at the destination is an important step in 

which the delivery associate completes the transaction by 

_______________the package to the customer. 

5. Undelivered shipments represent ___________________and require 

special handling, documentation, and follow-up actions to resolve 

the issue 

B.  Multiple Choice Questions 

1. Undelivered shipments are an inevitable part of e-commerce 

logistics, and maintaining proper documentation ensures 

a_________________________ potential disputes or financial losses. 

a) Smooth resolution process 

b) Protecting delivery associate 

c) Protecting company 

d) All of the above 

2. Components of Documentation includes _______________. 

a) Package Id 

b) Sender and Receipt information 

c) Evidences of the attempt 

d) All of the above 

3. Proper documentation is essential to record the reasons for 

undelivered shipments and to initiate the next steps, such as: 

a) Redelivery 

b) Return to origin (RTO) 

c) Refund processing 

d) All of the above 

4. Some common reasons of undelivered shipments: 

a) Refusal to Accept  

b) Payment Issues 

c) Unexpected Delays  

d) All of the above 
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5. For ____________________orders, collect payment from the customer, 

ensuring the correct amount is received and providing a receipt: 

a) Cash-On-Delivery (COD) 

b) Post-Delivery Communication  

c) Undelivered Shipments  

d) All of the above 

C.  State whether the following statements are True or False 

1. Many e-commerce platforms require the customer’s digital signature 

or a photograph as proof of delivery. 

2. Handover process ensures that each package reaches its destination 

successfully and that any issues or concerns are documented and 

addressed at each stage of delivery 

3. On arrival, the associate verifies the recipient’s identity which could 

involve checking ID or confirming a One-Time Password (OTP) 

provided to the customer. 

4. Undelivered shipments represent complete deliveries and do not 

require special handling, documentation, and follow-up actions. 

5. Before handing over, inspection of the packages is not required to 

ensure there are no visible damages. 

D. Match the followings 

 Column A  Column B 

1 Arrival and Verification A Confirmation of delivery 

2 Digital signature B Handover process 

3 Undelivered Shipments C Reason for undelivered shipment 

4 Incomplete address D Essential records 

5 Documentation E Incomplete deliveries 

E.  Short Answer Questions 

1. Illustrate Visual Examination by suitable example. 

2. What is photographic documentation? 

3. Explain Temperature or Climate control issues for claim form. 

4. Describe Documentation Review process. 

5. State the Damage in Transit? 
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F.  Long Answer Type Question 

1. Write down various steps required during process of handover at the 

destination? 

2. Explain various reasons undelivered shipments. 

3. What are the various components of undelivered shipment form? 

G.  Check Your Performance 

1. Prepare a chart for various practical reasons of undelivered 

shipment design a case study for handover process. 

2. Prepare a form for undelivered shipments, check evidences of 

delivery, pick the necessary pictures of evidences and paste them in 

your note book. 
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SESSION 2: COMPANY RECIEPTS 

Company receipts are official documents issued to confirm the successful 

completion of a Cash-On-Delivery (COD) transaction. These receipts serve as 

proof that payment has been obtain from the customer for a specific order. 

Receipts are important for both the customer and the company, as they create 

a verifiable record of the payment. The fig. 3.6 is a sample of Company 

Receipts. 

 

Fig. 3.6: Sample of Company Receipts 

IMPORTANCE OF HANDING OVER COMPANY COPY RECEIPTS 

Handing over company copy receipts is a major task for e-commerce delivery 

associates. These receipts serve as official records of completed deliveries, 

undelivered shipments, and other transaction details. Properly managing and 

handing over these documents ensures transparency, accountability, and 

smooth operational processes. 

1. Proof of Delivery: The Company copy receipt acts as evidence that a 

package has been delivered to the correct recipient. It includes details 

such as Delivery time and date, Recipient’s signature or 

acknowledgment, any notes on the condition of the package upon 

delivery. 

2. Tracking and Auditing: Receipts are essential for maintaining 

accurate records of all transactions. They allow the logistics and 
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operations team to verify the status of deliveries, identify any 

discrepancies, and ensure compliance with company policies. 

3. Resolving Disputes: In cases where customers dispute a delivery or 

claim non-receipt, the company copy receipt serves as a legal or 

operational reference. It can clarify whether the package was delivered, 

undelivered, or returned, reducing conflicts. 

4. Accountability of the Delivery Associate: Properly documented 

receipts show that the delivery associate has fulfilled their duties. They 

help protect associates from liability in cases of misplaced or 

undelivered packages, as the receipt provides evidence of their actions. 

5. Operational Efficiency: Regular handover of receipts keeps the 

records updated, enabling the company to track undelivered or 

returned packages successfully, identify trends or recurring issues in 

delivery processes, improve logistical planning. 

6. Financial Reconciliation: In Cash-On-Delivery (COD) transactions, 

the company copy receipt is essential for matching collected payments 

with order records. It helps ensure the accuracy of financial records and 

reduces the risk of miscalculation or fraud. 

7. Legal Compliance: Maintaining detailed records through receipts helps 

the company meet regulatory requirements. It ensures that tax, 

consumer protection, and logistics laws are adhered to. 

Handing over company copy receipts is not just a routine task but a critical 

aspect of ensuring operational efficiency, accountability, and customer 

satisfaction in e-commerce logistics. By diligently managing and submitting 

receipts, delivery associates contribute to seamless business processes and a 

trustworthy delivery system. 

PROCESS OF HANDLING OVER COLLECTED CASH AND OBTAINING 

ACKNOWLEDGEMENTS  

The process of handing over collected cash and obtaining acknowledgement 

is an important duty of delivery associate, particularly for Cash-On-Delivery 

(COD) transactions. This process ensures that the company receives the 

correct amount of money collected during the day, while also maintain 

accountability between the delivery associate and the company. For example:  

Mr. Sunil (customer) hands over Rs-500 in cash to Anil (delivery associate), 

he counts the cash in front of the customer to ensure the amount is correct 

and check for counterfeit currency, later confirms the payment. He gives the 

digital receipt via portal and thus completes the COD delivery (fig 3.7). 
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Fig. 3.7: Cash on delivery 

Below is the process of handing (fig 3.8) over collected cash and obtaining 

acknowledgements: 

 

Fig. 3.8: Process of cash handling 

1. Preparation for Cash Handover: At the end of the delivery associate’s 

shift, they should first verify the entire amount of cash collected during 

the day, includes calculating the amount received from each customer 

with the records in the payment system. Securely store the cash in a 

tamper-proof pouch or envelope during the handover process. Before 

handing over the cash, the associate should check for any errors in the 

records. 

Preparation for 
Cash Handover

Handover of 
Cash to Cashier

Acknowledgeme
nt from the 
Receiving 
Cashier

Reconciliation 
and 

Documentation

Post-Handover 
Actions

Report Any 
Issues (If)
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2. Handover of Cash to Cashier: The delivery associate should head to 

the designated location for cash handover, which could be a depot, 

warehouse, or supervisor’s office, depending on the company's protocol. 

The associate hands over the collected cash along with the relevant 

documents, such as the payment log or delivery slip to the designated 

personnel.  

3. Acknowledgement from the Cashier: (fig 3.9): The person (finance 

staff such as cashier) receiving the cash should issue a formal 

acknowledgment for the handover. This acknowledgment receipt may 

include overall amount of cash being handed over, any discrepancies (if 

noted), date, time, and delivery associate’s details, signature from both 

the delivery associate and the Cashier. 

Digital Acknowledgment – In some e-commerce companies, this 

process may be digitalized. The receiving personnel may 

acknowledge the handover through a mobile app or system by 

confirming the amount of cash received and providing an 

electronic signature or confirmation. 

 

Fig. 3.9: Acknowledgment receipt by cashier 
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4. Reconciliation and Documentation: The receiving personnel should 

cross-check the amount handed over with the recorded COD payments 

in the system. If the amount matches, the transaction is confirmed as 

completed. Both the associate and the receiving personnel should have 

a copy of the acknowledgment receipt or digital confirmation for 

records. This documentation will serve as proof of the cash handover in 

case of audits or discrepancies.  

5. Post-Handover Actions: Once the handover is acknowledged; the 

collected cash should be securely deposited into the company’s bank 

account. The security of the cash is important until it is fully processed. 

The delivery associate’s payment log should be updated in the system 

to reflect the completed handover. This includes marking the cash 

collection as “closed” or “submitted” in the company’s internal tracking 

system. 

6. Report Any Issues: If there were any problems (e.g., missing payments, 

refused COD, or discrepancies during the cash handover), these should 

be immediately reported to the relevant department, such as finance or 

customer service. 

The process of handing over collected cash and obtaining acknowledgments 

is important in ensuring that e-commerce delivery operations remain 

transparent, accountable, and secure. By following a clear, documented 

process, delivery associates and the company protect both the financial 

integrity of the business and the trust of customers. 

PRACTICAL EXERCISES 

Activity 1: Prepare a role play on handling over receipts and cash. 

Materials Required: Pen, Pencil, Paper, Rubber etc. 

Procedure:   

1. Grouping the class into multiple groups. 

2. Go to the nearest delivery warehouse. 

3. Take permission of the coordinator. 

4. Ask for old company receipts and cash handling procedure of the 

company. 

5. Prepare your own receipts and cash handling procedure. 

6. Discuss with other students of class. 

7. Submit it to the teacher. 

8. Ask your teacher to review. 
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Activity 2: Prepare a cash collecting acknowledgment from billing clerk and 

cashier.   

Material Required: Pen, Paper, Cash collecting Form, Scale, Rubber, etc. 

Procedure:  

1. Prepare a cash collecting form or receipt or take a sample from the 

delivery associate. 

2. Ask teacher for examination while preparing the cash receipt. 

3. Now check for Errors in the acknowledgement. 

4. Ask teacher to verify. 

5. Prepare a proper note. 

6. Submit the form to the teacher. 

7. Re-examine the report. 

8. Discuss it with class students and paste it in your note book.  

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. ____________________________ are official documents issued to 

confirm the successful completion of a Cash-On-Delivery (COD) 

transaction. 

2. Receipts are important for both the customer and the company, as 

they create a verifiable record of the payment and help maintain 

____________&____________. 

3. Maintaining detailed records through receipts helps the company 

meet regulatory requirements for _______________. 

4. __________________ allow the logistics and operations team to verify 

the status of deliveries, identify any discrepancies, and ensure 

compliance with company policies. 

5. The process of handing over collected cash and obtaining 

acknowledgement is a critical part of an e-commerce delivery 

associate's duties, particularly for _____________________. 

B. Multiple Choice Questions 

1. Following are importance of handing over company copy receipt: 

a) Proof of delivery 

b) Tracking and Auditing 

c) Resolving Disputes 
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d) All of the above 

2. The process of handling over collected cash obtaining 

acknowledgements include: 

a) Handover of Cash to Cashier  

b) Resolving vehicle problems  

c) Both of a) & b) 

d) None of the above 

3. The receiving personnel may acknowledge the handover through a 

mobile app or system by confirming the amount of cash received and 

providing an electronic signature or confirmation. 

a) Digital Acknowledgement 

b) General call 

c) Application 

d) None of the above 

4. This documentation will serve as proof of the cash handover in case 

of audits or discrepancies: 

a) Company receipt 

b) acknowledgment receipt  

c) Both a & b 

d) None of the Above 

5. Regular handover of receipts keeps the records updated, enabling 

the company to Track undelivered or returned packages 

successfully, identify trends or recurring issues in delivery 

processes, Improve logistical planning: 

a) Auditing  

b) Resolving dispute 

c) Operational Efficiency 

d) All of the Above 

C. State whether the following statements are True or False  

1. Handing over company copy receipts is just a routine task but a 

critical aspect of ensuring operational efficiency, accountability, and 

customer satisfaction in e-commerce logistics. 
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2. Receipts are important for both the customer and the company, as 

they create a verifiable record of the payment and help maintain 

transparency and accountability. 

3. The process of handing over collected cash and obtaining 

acknowledgments is important in ensuring that e-commerce delivery 

operations. 

4. The process of handing over collected cash and obtaining 

acknowledgement is a critical part of an e-commerce delivery 

associate. 

5. The delivery associate should head to the designated location for 

cash handover, which could be a depot, warehouse, or supervisor's 

office, depending on the company's protocol. 

D. Match the followings 

 Column A  Column B 

1 Proof of payment A Tracking and Auditing 

2 Records of all transactions B 
In case of audits or 

discrepancies 

3 Legal Compliance C Digital Acknowledgment 

4 Electronic signature D 
Helps the company meet 
regulatory requirements 

5 Proof of the cash handover E Company receipts 

E. Short Answer Questions 

1. What do you mean by company receipts? 

2. Why Proof of delivery in company receipt is important? 

3. Explain Reconciliation and documentation. 

4. What is Digital Acknowledgement? 

5. What are post-handover actions? 

F. Long Answer Type Question 

1. Write the importance of handing over company copy receipts? 

2. Explain the complete process of handling over collected cash? 

G. Check Your Performance 

1. Take out the print and fill out the acknowledgment of cash receipt. 
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SESSION 3: REPORTING 

Reporting is an important duty of delivery associates, whereas reporting 

refers to the process of documenting and communicating various details 

related to deliveries, issues encountered during the delivery process, and any 

other relevant information that may affect the successful completion of orders. 

The purpose of reporting (fig 3.10) is to make sure that the company’s 

operations run smoothly, customer expectations are met, and any challenges 

are addressed promptly and accurately. 

 

Fig. 3.10: Report Analysis 

Reporting Delays, Missed pickup and Damaged shipments 

Reporting Issues Steps to Report 

Reporting 

Delivery 

Delays 

 Traffic jams or road 

closures 

 Weather conditions 

such as heavy rain or 

snow 

 Vehicle breakdowns or 

accidents 

 High delivery volumes or 

operational backlogs 

Immediate Notification-

Inform your supervisor about 

the delay as soon as possible. 

Provide Details like- Package 

ID., Expected vs. actual delivery 

time, Cause of the delay. 

Update the System- Use the 

company’s tracking app to 

update the delivery status. 

Notify the Customer (if 

required). 
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 Technical issues with 

navigation or handheld 

devices 

Reporting 

Missed 

Pickups 

 Incorrect or incomplete 

pickup address 

 Customer unavailability 

 Scheduling conflicts or 

delays in previous 

deliveries 

 Unexpected issues such 

as access restrictions to 

the pickup location 

Immediate Communication- 

Notify the supervisor about the 

missed pickup. 

Record the Issue- Log the 

missed pickup in the system, 

specifying: ID, pickup time and 

location and reason for the 

missed pickup (e.g., “customer 

unavailable”, etc.). 

Attempt to Reschedule- If 

instructed, contact the 

customer to reschedule the 

pickup. 

Document Actions Taken- 

Note any attempts made to 

contact the customer or resolve 

the issue. 

Reporting 

Damaged 

Shipments 

 Mishandling during 

loading, unloading, or 

transit 

 Poorly packaged items 

 External factors like bad 

weather or accidents 

 Faulty equipment or 

unsafe storage practices 

Inspect the Package- Verify 

the extent of damage upon 

noticing or receiving the 

shipment. 

Document Evidence- Take 

clear photographs or videos of 

the damage, showing the 

condition of the parcel. 

Update the System- Mark the 

shipment as “damaged” in the 

company’s tracking app or 

system. 

Notify Your Supervisor & 

Inform the Customer (if 

applicable)- If delivering the 

damaged package, explain the 

situation to the customer and 
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provide options like return or 

replacement. 

Follow Return Protocols- If the 

package is undeliverable; 

return it to the warehouse or 

sender as per company policy. 

Reporting delays, missed pickups, or damaged shipments is essential for 

maintaining operational efficiency and building trust with customers. By 

promptly documenting and communicating these issues, associate play an 

important role in ensuring the reliability and reputation of the e-commerce 

service. 

IMPORTANCE OF TIMELY REPORTING FOR SHIPMENTS 

Timely reporting for shipment by delivery associate is important for 

ensuring smooth operations, maintaining customer satisfaction, and 

achieving efficiency in the entire delivery process. When delivery associates 

report on shipments in a timely manner, it leads to numerous benefits for the 

company, the customer, and the delivery associate themselves. 

Following are the importance (fig 3.11) of timely reporting for shipments: 

1. Transparency and Accountability: Timely Reporting allows the 

company to track the progress of deliveries, ensuring transparency & 

accountability in the process. 

2. Issue Resolution: Timely reporting of issues allows the company to 

quickly address any challenges faced during deliveries, such as 

customer dissatisfaction, damaged products, or operational 

inefficiencies 

3. Customer Experience: Accurate reporting ensures that customer 

complaints or concerns are handled swiftly, leading to improved 

customer satisfaction. 

4. Operational Efficiency: Reporting helps the company analyze delivery 

performance and identify recurring problems (e.g., delivery route 

inefficiencies or recurring address issues), enabling them to optimize 

processes and reduce delays. 

5. Compliance and Record Keeping: Proper reporting ensures that the 

company complies with internal policies and regulations regarding 

delivery tracking, financial reporting (e.g., COD payments), and 

customer service. 
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Fig. 3.11: Importance of timely Reporting for shipments 

Timely reporting for shipments by delivery associates plays a vital role in 

enhancing the entire delivery process. It ensures operational efficiency, 

improves customer satisfaction, reduces financial discrepancies, supports 

quick decision-making, and helps mitigate risks. Moreover, it also allows for 

better coordination, compliance with regulations, and continuous 

improvement. Promptly reporting issues or updates creates a transparent and 

accountable system, ultimately benefiting both the customer and the 

company. 

VEHICLE CONDITION AND MAINTENANCE REQUIREMENTS 

The condition and maintenance of vehicles are vital components that 

directly influence the efficiency, safety, and reliability of the delivery 

operations. Delivery vehicles are the backbone of the logistics process, 

ensuring that packages reach to the customer timely and in adequate 

condition. Proper vehicle maintenance (fig 3.12) helps minimize breakdowns, 

delays, and accidents, thus improving overall service quality and reducing 

operational costs. 

 

Fig. 3.12: Vehicle maintenance and management requirement 
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REQUIREMENTS FOR VEHICLE CONDITION AND MAINTENANCE 

A well-maintained vehicle is important for the efficient and timely delivery of 

shipments in the e-commerce industry. Delivery associates must ensure that 

their vehicles meet specific standards for safety, functionality, and reliability 

to minimize delays and ensure customer satisfaction. Below are the key 

requirements for vehicle condition: 

1. Regular Inspections 

a. Pre-Trip Checks like Tire Pressure, Brakes, Lights, Windshield 

Wipers and Fluids, Engine Fluid Levels, Battery. 

b. Post-Trip Inspections after completing the route, associate should 

check for any damage, fuel levels and other consumables. 

 

Fig. 3.13: vehicle check list 

1. Scheduled Preventive Maintenance that is Routine Maintenance 

such as Lubrication, Tire Rotation and Alignment, Brake Inspections, 

Filter Replacement, Transmission and Cooling Systems. 

2. Vehicle Repairs that is Timely Repair of vehicle should be done by 

qualified mechanic to ensure the work is done correctly.  

3. Vehicle Cleaning and Organization: 

a. Interior Maintenance - The vehicle’s interior should be clean and 

organized to facilitate efficient loading and unloading of packages 

b. Exterior Maintenance - Keeping the vehicle clean on the outside 

(windows, mirror, etc.), helps ensure proper visibility and reduces 

the risk of accidents. 
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4. Fuel Efficiency and Monitoring: Fuel efficiency of delivery vehicles 

should be monitored by the Delivery Associates and he/she should be 

trained on practices, such as avoiding harsh braking, idling, and 

driving at consistent speeds. 

5. Documentation of Maintenance and Repairs: All maintenance 

activities such as inspections and repairs should be recorded in a log 

(fig 3.13) for future. Any issues, no matter how minor, should be 

reported and documented. Proper documentation ensures fleet 

managers to follow up with repairs in a timely manner. 

6. Vehicle Safety Features: Delivery vehicles should be equipped with 

safety features such as seatbelt, airbags, anti-lock braking system, and 

Vehicle Stability Control (V.S.C.) systems and should also equipped 

with emergency equipment. 

7. Technology and Telematics: Many e-commerce companies use 

Telematics (fig 3.14) to monitor the vehicle’s performance remotely. 

These systems track important metrics such as speed, location, fuel 

consumption, and engine diagnostics. Telematics can alert about 

potential issues before they lead to a breakdown. 

 

Fig. 3.14: vehicle monitoring system 

8. Legal Compliance: In some regions, commercial vehicles must undergo 

regular inspections to secure compliance with safety and environmental 

regulations (Example: emissions standards, pollution norms and 

roadworthiness). 
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Fig. 3.15: Sample form for shipment and vehicle condition 

For a delivery associates, ensures that the vehicle is in top condition is 

important for safe, timely, and cost-effective deliveries. Regular maintenance, 

inspections, timely repairs, and the use of technology all contribute to keeping 

delivery vehicles running smoothly. A well-maintained vehicle not only 
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improves delivery efficiency but also enhances safety, reduces operational 

costs, and ensures a better customer experience by avoiding delays or vehicle 

breakdowns. 

PRACTICAL EXECISES 

Activity 1: Prepare a report on delays, missed pickup and damages to 

delivery associate coordinator. 

Materials Required: Format of Report, pen, pencil, scale, rubber, etc.  

Procedure:  

1. Visit the nearest delivery associate’s office.  

a) Ask for permission to visit from the coordinator. 

b) Ask the coordinator for the format of report, get a copy of it. 

2. Visually inspect the old reports. 

3. Tick down in issues if delay, missed pickup and damages from the old 

reports. 

4. Write the steps followed form the report. 

5. Write down the damage goods according to descending order (date wise) 

in a scale. 

6. Make a chart for damage goods. 

7. Discuss the list with other students. 

8. Prepare a report file. 

9. Submit the report to the teacher. 

Activity 2: Prepare a report on shipment condition and vehicle issues. 

Materials Required: Printer, Pen, Pages, Rubber, Scale, etc. 

Procedure: 

1. Visit a delivery house nearby. 

2. Ask for old shipment and vehicle condition report. 

3. Take a new form and copy of it. 

4. Take photos of the shipment and vehicle by the camera. 

5. Take print out of the photos. 

6. Tick and write down the issue in the report. 

7. Tally it with claimed ones. 

8. Make a file of the photos and issue. 

9. Segregate damage and prepare a Report on it. 
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10. Prepare an analytical Chart. 

11. Submit the report to the class teacher. 

Activity 3: Make a format on general inspection report and check list. 

Material Required: Pen, Paper, Scale, Rubber, Old Report, Laptop 

Procedure: 

1. Research on internet and nearby delivery warehouse. 

2. Take help from your teacher. 

a) Collect various format from the ware house.  

b) Internet. 

3. Make a Complete format on vehicle condition. 

4. Prepare a general Inspection report on vehicle condition. 

5. Also make a check list. 

6. After completion share it with your classmates. 

7. Submit it to your teacher. 

8. Ask the teacher for further editing if required.  

9. Later explain it to the class students. 

10. Copy same into your notebook. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. ________________________should be monitored for fuel efficiency. 

2. Many e-commerce companies use ______________________to monitor 

the vehicle's performance remotely. 

3. _______________________helps minimize breakdowns, delays, and 

accidents, thus improving overall service quality and reducing 

operational costs. 

4. _____________________ refers to the process of documenting and 

communicating various details related to deliveries, issues 

encountered during the delivery process, and any other relevant 

information that may affect the successful completion of orders. 

5. __________________ allows the company to track the progress of 

deliveries, ensuring that associates are completing their routes 

successfully and providing transparency in the process. 
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B. Multiple Choice Questions 

1. ____________________ is essential for maintaining operational 

efficiency and building trust with customers. 

a) Shots Reporting delays 

b) Stamps missed pickups 

c) Damaged shipments 

d) All of the above 

2. Following are not the benefit of timely reporting: 

a) Transparency 

b) Accountability 

c) Customer Experience 

d) None of the above 

3. Regular Inspections in vehicle includes- 

a) Pre-trip checks 

b) Post trip checks 

c) Both a) and b)  

d) None of the above 

4. Photographs are recorded for 

a) The newspaper 

b) Records 

c) Evidence 

d) None of the above 

5. Vehicle condition and maintenance does not include; 

a) Vehicle safety features 

b) Purchasing new vehicle 

c) Fuel efficiency and monitoring 

d) Vehicle cleaning 

C. State whether the following statements are True or False  

1. Timely Reporting allows the company to track the progress of 

deliveries, ensuring that associates are completing their routes 

successfully and providing transparency in the process. 
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2. After completing the route, associate should check for any damage 

to the vehicle, and also monitor fuel levels and other consumables. 

3. Delivery associates ensure that the vehicle is in top condition is not 

important for safe, timely, and cost-effective deliveries. 

4. Telematics can also alert fleet managers to potential issues before 

they lead to a breakdown, allowing for proactive maintenance. 

5. Timely Repair of vehicle should be done by any mechanic to ensure 

the work is done correctly. 

D. Match the Columns 

 Column A  Column B 

1 
If the package is 
undeliverable 

A 
Notify the supervisor or logistics 
team about the missed pickup  

2 Document Actions Taken B 
ensures operational efficiency, 
improves customer satisfaction 

3 
Immediate 

Communication  
C 

to monitor the vehicle's performance 

remotely 

4 Timely reporting D 
Note any attempts made to contact 

the customer or resolve the issue 

5 telematics E return it to the warehouse or sender 

E. Short Answer Type Questions 

1. Explain the concept of Reporting. 

2. Draw a general format for vehicle Condition (Inspection) Report and 

check list? 

3. Write down the issues in missed pickups of packages. 

4. Describe down the required steps to report in delivery delays. 

5. What are Damage shipments? 

F. Long Answer Type Questions 

1. State the importance of timely reporting for shipments? 

2. List down the requirements for vehicle condition and maintenance. 

3. Explain the meaning of reporting; also write down the issues that 

led to the reporting of delivery delays, missed pickups, damage 

shipment. 
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G. Check Your Performance 

1. Make a document on photographic evidences for damage shipments. 

2. Make your own check list for your own house vehicle maintenance. 
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SESSION 4: DOCUMENTATION AND RETURNING POLICY 

Documentation and Return Policy are critical components in e-commerce 

delivery operations (fig 3.16), as they ensure that products reach the right 

customers, any issues are properly recorded, and customer returns are 

handled in an efficient, customer-friendly manner. Proper documentation and 

adherence to a returning policy is important responsibility of an e-commerce 

delivery associate. These ensure accountability, efficient operations, and 

smooth resolution of issues related to undelivered packages, company-issued 

assets, or customer returns. 

 

Fig. 3.16: E-commerce Delivery operations 

Documentation plays a key role in the daily operations of an e-commerce 

delivery associate. It involves maintaining accurate records related to 

deliveries, undelivered shipments, returns, and company-issued assets. 

Proper documentation ensures accountability, transparency, and smooth 

functioning of the delivery process. 

TYPES AND IMPORTANCE OF DOCUMENTATION 

 

Fig. 3.17: Types of documentation or forms 
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Following are the various types of documentation (fig 3.17) or form required 

by the delivery associate: 

1. Insurance Forms 

Insurance forms (fig 3.18) document and initiate claims for accidents, 

injuries, or damages to vehicles or goods that occur during the delivery 

process. This documentation provides a record of incidents and serves as 

a formal claim for coverage. 

Importance: 

a) Financial Protection: Filling out insurance forms accurately ensures 

that delivery associates and the company are financially covered for 

costs related to damages, injuries, or losses, preventing personal out-

of-pocket expenses. 

b) Risk Mitigation: Documentation helps the company identify patterns 

of incidents, address potential risks, and make improvements for better 

safety. 

c) Timely Compensation: Prompt submission of insurance forms 

ensures that repairs, replacements, or compensations are processed 

quickly; minimizing delays and helping associates resume their work. 

 

Fig. 3.18: Sample of Insurance Form 
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2. Reimbursement Forms 

Reimbursement form (fig 3.19) are used to claim back expenses incurred 

by the delivery associate during the course of their duties, such as fuel, 

toll charges, parking fees, or minor repairs when covered by company 

policy. 

Importance: 

a) Cost Recovery: Associates can recover work-related expenses, 

ensuring they are not financially impacted by routine costs associated 

with deliveries. 

b) Financial Transparency: This documentation provides a clear record 

for the company to maintain accurate operational expense tracking, 

helping manage budgets more effectively. 

c) Motivation and Efficiency: Knowing that eligible expenses will be 

reimbursed encourages associates to perform their duties successfully, 

knowing they have financial support for necessary expenses. 

 

Fig. 3.19: Sample of reimbursement form 
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3. Other Required Documentation 

Various additional forms may be required to log deliveries, handle issues, 

report damages, and verify proof of delivery. Examples includes; 

1. Delivery Logs: Record time, location, package condition, recipient 

signature, and any special delivery notes. 

2. Incident Reports: Capture details of any unexpected issues during 

delivery, like accidents, customer complaints, or delivery delays. 

3. Lost/Damaged Item Reports: Document packages that were lost, 

stolen, or damaged during transit. 

Importance: 

a) Operational Accountability: These documents ensure every delivery 

action is traceable, providing the company with data to monitor delivery 

success and identify any recurring issues. 

b) Enhanced Customer Service: Detailed records allow for fast, accurate 

responses to customer queries, particularly in cases of lost or damaged 

items, enhancing trust and satisfaction. 

c) Regulatory Compliance: Proper documentation helps ensure the 

company complies with industry and legal requirements regarding 

delivery standards, data privacy, and incident reporting. 

Returning Policy 

The return policy for e-commerce delivery associates outlines the guidelines 

and procedures for handling returns, including customer-requested returns, 

undelivered shipments, and the return of company-issued assets. This 

ensures seamless operations, accountability, and compliance with company 

and legal requirements (fig 3.20). 

 

Fig. 3.20: Returning Policy 
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COMPONENTS OF RETURNING POLICY 

A returning policy outlines the procedures, guidelines, and responsibilities for 

returning items, whether they are undelivered shipments, company assets, or 

other materials. Returning policy ensures clarity, accountability, and efficient 

handling of returns for both employees and the organization. Below are the 

key components of a returning policy for delivery associates: 

Components 
Situations / 

Scenarios 

Responsibility of delivery 

associate 

Customer 

Returns 

When customers 

return products due 

to dissatisfaction, 

damage, incorrect 

items, or other issues. 

 Collect the returned item as per 

the company's return process. 

 Inspect the product's condition 

 Document the reason for return, 

along with customer 

acknowledgment. 

 Update at e-commerce platform 

with the return status. 

Undelivered 

Shipments 

Shipments that could 

not be delivered due 

to reasons like 

customer 

unavailability, 

address issues, or 

refusal of delivery. 

 Make a record of the undelivered 

shipment, including reason e.g., 

incorrect address. 

 Attempt redelivery if applicable 

or return the package to the 

warehouse (Return to Origin or 

RTO). 

 Update the logistics system with 

accurate status  

 Ensure the undelivered item is 

securely packed and in its 

original condition. 

Return of 

Company 

Assets 

Returning company-

issued devices (e.g., 

handheld scanners) & 

unused materials 

(e.g., packaging, 

stationery) no longer 

needed for operations. 

 Inspect and document the 

condition of the assets before 

return. 

 Provide a detailed list of returned 

items. 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

123 
 

 Obtain a signed acknowledgment 

from the receiving department to 

confirm the return. 

 

PROCESS OF RETURNING DEVICES AND UNUSED STATIONERY 

Returning company devices, such as handheld scanners, smart phones, or 

delivery tablets, is an important responsibility for e-commerce delivery 

associates. These devices are essential for tracking deliveries, obtaining 

acknowledgments, and updating shipment statuses, and must be returned 

properly when they are no longer in use or when the associate leaves the role. 

The return process (fig 3.21) ensures accountability, prevents loss or damage, 

and facilitates resource management. 

 

Fig. 3.21: Showing the Process of Returning Device and Unused Stationery 

1. Inventory Check 

a) Identify Assets: List all the items issued to the delivery associate, such 

as- 

i. Handheld devices (e.g., barcode scanners, mobile devices) 

ii. Company uniforms, badges, or safety gear 

iii. Unused stationery (e.g., delivery receipts, labels) 

iv. Vehicle-related tools, if applicable. 

b) Condition Assessment: 

i. Inspect the condition of each item to ensure it is suitable for return. 

ii. Note any damages, malfunctions, or missing parts. 

2. Reporting and Approval 

a) Notify the Relevant Department: Inform the company’s inventory or 

logistics team about the planned return. 
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b) Obtain Authorization: Seek approval for the return, especially for 

damaged or missing assets, and report the issue with detailed 

explanations. 

c) Return Schedule: Coordinate a suitable time and location for returning 

the assets. 

3. Documentation 

a) Return Form: Complete the company’s return form, including; 

i. Details of the returned items (e.g., serial numbers, quantities). 

ii. Condition of the assets. 

iii. Reason for return (e.g., resignation, replacement, or unused 

materials). 

b) Acknowledgment Receipts: Ensure proper documentation with 

acknowledgment from both the delivery associate and the receiving 

team. 

4. Handover Process 

a) Secure Packaging: Pack the items securely, particularly fragile or 

electronic devices, to prevent further damage during transit. 

b) Physical Handover: Deliver the assets to the designated location, such 

as a warehouse, inventory department, or office. 

c) Inspection by Receiving Team: 

i. The company’s team inspects the returned items for condition and 

completeness. 

ii. Any discrepancies or damages are documented. 

5. Settlement 

a) Addressing Damages or Losses: If any assets are damaged or missing, 

the company may deduct repair or replacement costs from the 

associate’s dues or resolve the issue through other arrangements. 

b) Clearance Certificate: Once all assets are returned and verified, the 

associate receives a clearance certificate or acknowledgment (fig 3.22) 

confirming the process is complete. 
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Fig. 3.22: Sample of Clearance certificate 

Delivery associates can ensure a smooth and efficient return of company-

issued assets, benefiting both the individual and the organization by following 

a structured process.  

The documentation and returning policy ensure smooth handling of 

undelivered shipments, customer returns, and company-issued assets. 

Delivery associates play a key role in maintaining accurate records and 

adhering to return procedures, which are vital for operational efficiency, 

accountability, and customer satisfaction in the e-commerce sector. 
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PRCTICAL EXERCISES 

Activity 1: Prepare a report on Estimation of the Reimbursement amount. 

Materials Required: Pen, Notebook, camera, Printed copy of Claim Form. 

Procedure:   

1. Visit a delivery warehouse nearby. 

2. Take the permission of the coordinator. 

3. Ask him for old reimbursement forms and a fresh form. 

4. Check for reimbursement form. 

5. Prepare your own expenditure amount and fill the reimbursement form 

by studying old ones.   

6. Estimate the claim reimbursement with the help of delivery associate, 

faculty and coordinator. 

7. Inspect for Accuracy, verify the results later click photo. 

8. Notice any error if any. 

9. Prepare an analytical Report. 

10. Submit the form with report to the teacher. 

11. Paste the report in your notebook for further reference. 

Activity 2: Prepare the Insurance form for damage goods while visiting a 

delivery warehouse. 

Materials Required: Pen, Paper, scale, paper pad, Insurance form sample. 

Procedure:   

1. Visit the nearest delivery warehouse by making multiple groups after 

dividing the class. 

2. Ask the coordinator permission. 

3. Communicate with the associate of the warehouse. 

4. Ask associate about the reason for damages of goods. 

5. Create a table on a paper and write down the reasons. 

6. Take the sample insurance form from the coordinator. 

7. Fill the form. 

8. Get verify from the coordinator.  

9. Check for and error. 

10. Discuss the reasons and for details in the class.  
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11. Solve the query.  

12. Submit a copy of the paper to the teacher. 

13. Paste another in your notebook. 

Activity 3: Perform the process of returning devices and collecting 

acknowledgment or clearance certificate. 

Materials Required: Pen, Paper, scale, paper pad. 

Procedure:   

1. Visit the nearest delivery warehouse. 

2. Ask the coordinator for process they follow for retuning devices and 

clearance certificate. 

3. Study the process. 

4. Perform the process in the class and ask teacher for their support.  

5. Later on, prepare report after performance submit the report to teacher. 

6. Communicate with the teacher about the error. 

7. Ask the teacher for clearance certificate at end. 

8. Discuss it in class. 

9. Analyze the whole process and Submit the findings to the teacher. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Proper documentation and adherence to a returning policy is 

important responsibility of _____________________.  

2. ________________document and initiate claims for accidents, injuries, 

or damages to vehicles or goods that occur during the delivery 

process. 

3. _______________________ detail out-of-pocket expenses paid by the 

associate, typically with receipts or other proofs of purchase to 

validate the claim. 

4. ________________ ensures seamless operations, accountability, and 

compliance with company and legal requirements. 

5. ____________________ that could not be delivered due to reasons like 

customer unavailability, address issues, or refusal of delivery 

B. Multiple Choice Questions 

1. Return of Company Assets includes: 

a) Handheld scanners 
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b) Packages 

c) Stationary 

d) All of the above 

2. The Importance of Reimbursement Forms are: 

a) Cost Recovery 

b) Financial Transparency   

c) Motivation and Efficiency 

d) All the above 

3. General approach to estimating the reimbursement amount: 

a) Out of pocket expenses by associate 

b) Calculation of Reimbursement 

c) Both a) and b) 

d) None of the above 

4. Insurance forms include details of  

a) Accident or damage 

b) Witness  

c) Date, time, location 

d) All of the above 

5. The process of returning devices and unused stationery does not 

includes following steps 

a) Reimbursement process 

b) Documentation 

c) Settlement 

d) Inventory Check 

C. State whether the following statements are True or False  

1. When customers cannot return products due to dissatisfaction, 

damage, incorrect items, or other issues. 

2. Shipments could be delivery due to reasons like customer 

unavailability, address issues, or refusal of delivery. 

3. Capture details of any unexpected issues during delivery, like 

accidents, customer complaints, or delivery delays in Incident 

report. 

4. Returning process includes Clearance Certificate.  
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5. Document packages that were lost, stolen, or damaged during 

transit comes under lost/damage item report. 

D. Match the Columns 

 Column A  Column B 

1 Clearance Certificate A 
Contains expenses like duties, tolls, fuel 
expenses, etc. 

2 Claims for accident B Record time, location, package condition 

3 Reimbursement form  C Insurance form required 

4 Customer Returns  D Issued on returning all assets 

5 Delivery Logs E  
due to dissatisfaction, damage, incorrect 

items 

E. Short Answer Type of Question 

1. Describe the types of documentation required in returning policy? 

2. Explain the importance of insurance form. 

3. Explain responsibility of delivery associate for undelivered 

shipments.  

4. What is return policy in ecommerce delivery associate? 

5. What is reimbursement, why is it required by associate to fill the 

reimbursement form? 

F. Long Answer Type of Question 

1. Explain the process of returning devices and unused stationery. 

2. Describe the components of Returning Policy. 

3. What is reimbursement with regard to delivery associate with 

example; also fill a mock form of reimbursement? 

G. Check your performance 

1. Make a table on returning of devices, stationary as a delivery 

associate. 

2. Authenticate the estimation of reimbursement form. 

3. Create your own process of getting clearance certificate. 

 

 

 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

130 
 

MODULE 4: INTEGRITY AND ETHICS IN OPERATIONS 

Integrity and ethics are the cornerstones of any successful operation. Integrity 

means being honest, truthful, and fair in all actions, while ethics refers to the 

set of rules and moral principles that guide our behavior. Together, these 

qualities ensure that businesses, organizations, and individuals act 

responsibly and maintain trust. In operations, practicing integrity and ethics 

helps prevent conflicts, ensures smooth workflows, and builds a reputation 

for reliability and fairness. Without these values, even the most efficient 

processes can fail due to distrust, dishonesty, or unethical practices. 

In the modern world, where businesses face numerous challenges like 

competition, technological advances, and legal complexities, the importance 

of integrity and ethics cannot be overstated. They help organizations make 

the right decisions, protect stakeholders, and align their goals with societal 

values. For example, ethical operations safeguard workers’ rights, protect 

customer data, and promote fairness in decision-making. Companies that 

embrace these principles also contribute to long-term success by creating a 

positive work environment and building strong relationships with customers, 

partners, and employees. 

This module is divided into four sessions, each focusing on an important 

aspect of integrity and ethics in operations. The first session introduces the 

concepts of integrity and ethics, providing a strong foundation for 

understanding their significance. The second session highlights information 

and data security, emphasizing the need to protect sensitive data in today’s 

digital world. The third session explores ethics in decision-making and 

compliance, showing how to make choices that are not only effective but also 

fair and legal. Finally, the fourth session discusses the importance of a code 

of conduct, a guide that helps organizations maintain ethical standards in all 

their operations. 
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SESSION 1: INTRODUCTION TO INTEGRITY AND ETHICS 

Integrity in operations refers to conducting business in an honest, transparent, 

and morally sound manner. It is about maintaining consistency of actions, 

values, and principles throughout business activities and ensuring that all 

operations are aligned with ethical standards. 

Integrity in operations ensures that a company adheres to truthfulness, 

honesty, and fairness in all aspects of its business. It involves treating 

employees, customers, and all stakeholders with respect and trust. In 

operational settings, integrity is necessary to build a reputation for reliability 

and credibility.  

 

Fig. 4.1: Integrity 

According to Business Ethics by Andrew Crane & Dirk Matten, integrity is 

defined as “the quality of being honest and having strong moral 

principles that guide one’s actions in business practices”. 

Examples  

 Honest Reporting: A company accurately reports its sales and 

financial data without falsifying any numbers. 

 Fair Treatment: An employer treats all employees equally without bias 

or discrimination. 

 Transparency in Pricing: A business provides clear and truthful 

pricing without hidden fees or misleading discounts. 

 Product Quality Assurance: A company ensures its products are of 

high quality and meet the promised standards. 
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ETHICS  

Ethics in operations refers to the moral principles that govern how a business 

conducts its operations. It focuses on what is right and wrong in the processes, 

decisions, and practices involved in delivering goods or services to customers. 

It is about making choices that respect human rights, the environment, and 

society as a whole. 

Ethics in operations ensures that a company makes decisions not only based 

on profitability but also on the consideration of its social responsibility. 

Ethical operations lead to better customer satisfaction, employee loyalty, and 

long-term sustainability. 

According to Ethical Theory and Business by Tom L. Beauchamp & 

Norman E. Bowie, ethics in operations is defined as “the application of 

moral principles and values to business conduct and decision-making, 

ensuring that actions are just, fair, and beneficial to all stakeholders”. 

Examples of Ethics in Operations 

a) Fair Wage Practices: Paying employees a fair wage that meets or 

exceeds minimum wage laws. 

b) Sustainable Sourcing: A company sourcing materials in an 

environmentally responsible manner, ensuring sustainability. 

c) Honesty in Advertising: A business uses truthful advertising and 

avoids misleading or deceptive claims. 

d) Employee Rights: Ensuring that workers have safe working conditions 

and that their rights are respected in the workplace. 

IMPORTANCE OF INTEGRITY IN E- COMMERCE  

E-commerce is the buying and selling of goods and services online. Integrity 

plays a crucial role in e-commerce, especially in areas like delivery and 

customer service. Following are some reasons why integrity is important: 

1. Building Customer Trust: When customers trust an online business, 

they are more likely to make purchases. Honesty in product 

descriptions, prices, and services creates a loyal customer base. 

2. Reliable Delivery Services: Integrity ensures that products reach 

customers on time and in good condition. False promises about delivery 

timelines or damaged products harm a company’s reputation. 

3. Customer Service Excellence: Ethical practices in customer service 

mean addressing complaints promptly and respectfully. Misleading 

customers or ignoring their problems damages trust. 

4. Avoiding Fraud: Integrity helps prevent fraud, such as overcharging 

customers, selling fake products, or mishandling personal information. 
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Ethical businesses ensure secure payment methods and protect 

customer data. 

5. Sustainability and Fair Trade: E-commerce companies with integrity 

often adopt eco-friendly practices and ensure that their suppliers follow 

ethical labour standards. 

CORRUPT PRACTICES AND MISUSE OF COMPANY RESOURCES 

Corrupt Practices and Misuse of Company Resources Corruption and 

resource misuse are unethical behaviors that harm businesses, employees, 

and society. Following are examples of such practices and their impact: 

Corrupt 
Practice 

Examples Impact 

Fraudulent 
Activities 

 Manipulating accounts 

 Inflating sales numbers 

 Stealing customer data 

 Loss of trust 

 Legal consequences 

 Financial losses 

Misuse of 
Company 

Assets 

 Using company 

vehicles, funds, or 
equipment for personal 
purposes without 

permission 

 Wastage of resources 

 Increased costs 

 Reduced efficiency 

Bribery and 
Kickbacks 

 Employees or 

managers accepting 
bribes to favor certain 

suppliers or customers 

 Unfair business 

practices 

 Lower quality of goods or 

services 

 Reputation damage 

Neglecting 
Ethical Labor 

Practices 

 Paying workers unfair 

wages 

 Employing underage 

labor 

 Ignoring unsafe 

working conditions 

 Harm to employee 
morale 

 Legal violations 

 Public criticism 

Environmental 
Negligence 

 Dumping waste 

irresponsibly 

 Using non-renewable 

resources carelessly 

 Environmental damage 

 Loss of goodwill among 

eco-conscious 
consumers 
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Maintaining Integrity and Prevent Corruption: To keep businesses ethical 

and avoid corruption, companies should follow certain steps as mentioned 

below: 

1. Create Clear Policies: Businesses need rules that explain how to 

behave ethically, helping employees understand what is right and 

wrong. 

2. Regular Training: Teaching employees about ethics and integrity 

ensures they know how to act in a way that aligns with the company’s 

values. 

3. Monitoring and Audits: Regular checks help catch any bad behavior 

early, preventing unethical practices. 

4. Encourage Reporting of Wrongdoing: Employees should feel safe to 

report bad behavior without fear of punishment, helping stop unethical 

actions. 

5. Reward Ethical Behavior: Recognizing and rewarding employees who 

act with integrity encourages a positive, ethical work environment. 

PRACTICAL EXERCISE 

Activity 1: Perform Role Play on Integrity in Operations. 

Material Required: Printed scenarios, notepads, pens 

Procedure: 

1. Divide participants into small groups. 

2. Assign each group a scenario, such as handling a customer complaint, 

reporting financial data, or dealing with a supplier. 

3. Each group performs a short role play showcasing integrity in their 

scenario. 

4. Discuss as a class how the group demonstrated integrity and what 

could be improved. 

Activity 2: Conduct Ethical Dilemma Debate. 

Material Required: Case studies or ethical dilemmas, whiteboard/markers 

Procedure: 

1. Provide participants with ethical dilemmas like fair wages, 

environmental negligence, or handling bribes. 

2. Split the group into two teams, one supporting an ethical resolution 

and the other opposing. 

3. Teams debate their stance, citing examples and principles from the 

content. 
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4. Conclude with a class discussion on the best ethical practices. 

5. Submit the content to your teacher. 

Activity 3: Create an Ethical Policy. 

Material Required: Templates for policy creation, reference materials 

Procedure: 

1. Divide participants into teams and assign each team a specific area like;  

a) customer service 

b) product quality, or  

c) resource usage 

2. Teams draft a policy ensuring integrity and ethical practices for their 

assigned area. 

3. Present the policies to the class and discuss their applicability. 

4. Submit it to your teacher. 

5. Teacher should conclude the discussion. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Integrity in operations ensures ________, honesty, and fairness in all 

aspects of business. 

2. Ethics in operations is about making choices that respect ________, 

the environment, and society. 

3. Transparency in pricing means providing clear and truthful ________ 

without hidden fees. 

4. Fraudulent activities like manipulating accounts lead to a ________ 

of trust. 

5. Sustainable sourcing ensures that materials are sourced in an 

________ responsible manner. 

B. Multiple Choice Questions 

1. Integrity in operations focuses on: 

a) Maximizing profit 

b) Consistency of actions, values, and principles 

c) Increasing employee workload 

d) Ignoring customer complaints 

2. Ethics in operations refers to: 
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a) Marketing strategies 

b) Moral principles guiding business practices 

c) Cutting costs at any expense 

d) Exaggerating product claims 

3. Which of the following is an example of integrity? 

a) Falsifying financial reports 

b) Transparent pricing 

c) Accepting kickbacks 

d) Neglecting environmental impact 

4. Corruption can lead to: 

a) Higher profits 

b) Loss of goodwill 

c) Improved employee morale 

d) Increased operational efficiency 

5. Ethical labor practices include: 

a) Underpaying workers 

b) Ensuring safe working conditions 

c) Employing underage labor 

d) Ignoring minimum wage laws 

C. State whether the following statements are True or False 

1. Ethical operations focus solely on profitability. 

2. Misuse of company assets increases operational efficiency. 

3. Integrity in operations helps build a company’s reputation. 

4. Transparency in pricing involves hidden fees. 

5. Sustainable sourcing is part of ethical operations. 

D. Match the followings 

 Column A S. No Column B 

1 Fair Treatment A 
Equal treatment of 

employees 

2 Honesty in Advertising B Avoiding deceptive claims 
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3 Fraudulent Activities C Manipulating accounts 

4 Sustainable Sourcing D Environmentally responsible 

5 Safe Working Conditions E Respecting employee rights 

E. Short Answer Questions 

1. Define integrity in operations. 

2. Explain the importance of ethics in operations. 

3. Provide an example of transparency in pricing. 

4. How does integrity impact customer trust in e-commerce? 

5. What are some effects of bribery on business operations? 

F. Long Answer Questions 

1. Discuss the role of integrity in building customer trust in e-

commerce. 

2. Explain how businesses can maintain integrity and prevent 

corruption. 

3. Describe the importance of ethical labor practices and provide 

examples. 

4. Compare and contrast integrity and ethics in operations. 

5. How do corrupt practices affect a company’s reputation and 

efficiency? 

G. Check Your Performance 

1. Consider how the principles of integrity and ethics can be applied in 

real-life situations in your field of work or study. Write a short 

paragraph summarizing your key learnings. 
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SESSION 2: INFORMATION AND DATA SECURITY 

Information and data security are a critical aspect of maintaining trust and 

safeguarding operations in today’s digital age. It involves protecting sensitive 

data, such as customer details, financial records, and proprietary business 

information, from unauthorized access, theft, or misuse. Organizations must 

implement robust security measures like encryption, firewalls, and secure 

access controls to ensure that data remains confidential, accurate, and 

accessible only to authorized individuals. 

CUSTOMER INFORMATION 

Customer information refers to any kind of data or details that a business 

collects about its customers. This could include personal information such as 

name, address, email, phone number, and payment details. It can also 

include behavioral information like purchase history, preferences, and 

feedback. This data helps businesses understand their customers better and 

improve their products or services. In many cases, businesses use customer 

information to provide a more personalized experience, which in turn can lead 

to better customer satisfaction and loyalty. (Fig. 4.2) 

 

Fig. 4.2: Customer Information 

For examples of customer information include: 

a) Personal Information: Name, age, gender, and contact details 

b) Financial Information: Credit card numbers, payment history, and 

bank account details 

c) Behavioral Information: Past purchases, browsing habits on the 

website, and feedback on products or services 

d) Demographic Information: Where the customer lives, their job title, 

education, etc. 
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Customer information is essential for businesses because it allows them to 

tailor their goods and service to meet the specific needs of their customers. It 

helps businesses: 

1. Personalize Services: Personal Services means customer preferences; 

businesses can offer products or services that appeal to each individual. 

2. Build Relationships: When businesses know their customers well, 

they can build better relationships by offering personalized 

communication and support. 

3. Improve Decision Making: Companies use data about customers to 

make informed decisions regarding product development, marketing 

strategies, and customer service improvements. 

4. Enhance Customer Experience: Businesses can improve their 

customers’ experience by offering recommendations, personalized 

deals, and providing fast and relevant customer support. 

MEASURES TO PROTECT CUSTOMER INFORMATION AND PREVENTING 

MISUSE 

Customer information is sensitive and private. If a business fails to protect 

this data, it can lead to severe consequences such as identity theft, fraud, or 

the misuse of personal data. In today’s digital age, where much of the data is 

stored online, protecting customer information has become more critical than 

ever. If customer data is misused or stolen, the consequences can include: 

 Loss of Customer Trust: If customers feel that their information is not 

secure, they may stop doing business with that company. 

 Legal Consequences: There are laws and regulations around data 

privacy (like GDPR in Europe, CCPA in California) that require 

companies to protect customer data. Failure to comply can lead to 

heavy fines and legal issues. 

 Financial Loss: Businesses can face financial losses if they are fined or 

if they lose customers because of data breaches. 

DATA SECURITY 

Data security refers to the practice of protecting digital data from 

unauthorized access, corruption, or theft throughout its lifecycle. It involves 

the use of technologies, policies, and procedures to safeguard data from 

threats that could compromise its integrity or privacy. Data security is crucial 

for businesses as it helps ensure that sensitive data, such as customer 

information or financial records, is kept safe from cyberattacks, data 

breaches, or accidental loss. (Fig. 4.3) 
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Fig. 4.3: Data Security 

Data security includes: 

a) Preventing unauthorized access to sensitive data 

b) Protecting data during storage, transfer, and processing 

c) Ensuring data integrity so that it is not tampered with or altered 

without permission 

d) Ensuring data privacy, meaning that personal information is only used 

for its intended purpose 

Data security is essential because the misuse or loss of sensitive data can 

have serious consequences for both individuals and organizations. If 

businesses fail to protect customer data, they could face: 

a) Legal Penalties: Many countries have laws that require businesses to 

protect sensitive customer information. Violating these laws can lead to 

heavy fines and legal trouble. 

b) Reputation Damage: Customers trust businesses with their personal 

information, and if that trust is broken, businesses can lose customers 

and face negative publicity. 

c) Financial Losses: Businesses can face financial losses due to fines, 

lawsuits, and loss of revenue from customers who no longer trust them. 

PROTOCOLS FOR BUSINESS INFORMATION OF DATA SECURITY 

Protocols for data security are rules and guidelines that help businesses 

protect their data and information from security breaches. These protocols 

include specific technical measures, policies, and procedures to ensure the 

safety of sensitive business data, such as customer records, financial 

information, and internal communications. 
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1. Encryption Protocols: Encryption protocols like SSL (Secure Sockets 

Layer) /TLS (Transport Layer Security) or AES (Advanced 

Encryption Standard) ensure that data is safely encrypted while being 

transmitted or stored. For instance, when customers make payments 

on a website, encryption ensures their payment details are not visible 

to hackers. 

2. Firewalls: A firewall is a security system that monitors and controls 

incoming and outgoing network traffic based on predetermined security 

rules. It acts as a barrier between trusted internal networks and 

untrusted external networks, such as the internet. A firewall helps 

block unauthorized access to company data and systems. 

3. Access Control Protocols: Access control protocols ensure that only 

authorized users can access specific data or systems. These protocols 

include user authentication mechanisms, such as username and 

password or biometric verification. For example, businesses may use 

Role-Based Access Control (RBAC) to ensure that only employees with 

the proper clearance can access sensitive customer information. 

4. Backup and Disaster Recovery Protocols: Backup protocols ensure 

that business data is regularly copied and stored in case of data loss 

due to system failure, cyberattacks, or natural disasters. A disaster 

recovery plan outlines how a company will recover lost or corrupted 

data and resume operations after a security incident or failure. 

5. Regular Software Updates and Patch Management: Software updates 

are crucial for fixing vulnerabilities and improving security features. 

Security patches are released regularly to fix bugs and vulnerabilities 

in software that could be exploited by hackers. Companies should 

regularly update their software, operating systems, and applications to 

ensure they are protected against the latest security threats. 

6. Multi-Factor Authentication (MFA): Multi-Factor Authentication is a 

security protocol that requires users to provide two or more verification 

factors to access data or systems. This could include a combination of 

something the user knows (a password), something the user has (a 

smartphone or token), and something the user is (fingerprints or facial 

recognition). 

7. Security Audits and Monitoring: Conducting regular security audits 

and continuously monitoring systems help businesses identify and 

address potential vulnerabilities before they can be exploited. 

Monitoring tools help detect suspicious activities or unauthorized 

access attempts in real-time, so companies can act quickly to prevent 

breaches. 
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8. Data Deletion and Retention Policies: Data retention protocols 

ensure that businesses keep customer information only for as long as 

necessary and securely delete data when it is no longer required. This 

reduces the risk of old, unused data being exposed or misused. 

In today’s digital world, protecting customer information and ensuring data 

security are crucial for any business. Businesses need to implement strict 

measures to safeguard sensitive customer data and follow protocols to 

maintain the security of business information. By doing so, they can build 

trust, avoid legal issues, and ensure the long-term success of the company. 

Customers, on the other hand, must also be aware of how their information 

is being used and take necessary precautions, such as using strong 

passwords and only sharing personal information with trusted businesses. 

PRACTICAL EXERCISE 

Activity 1: Conduct role-play to understand Customer Information and Data 

Security. 

Material Required: 

 Printed customer scenarios (with different types of customer 

information) 

 Markers and chart paper 

 A sample data security protocol sheet 

Procedure: 

1. Divide participants into small groups. 

2. Distribute customer scenarios to each group. 

3. Each group identifies the types of customer information in the scenario 

(personal, financial, behavioral, or demographic). 

 Highlight sensitive data. 

 Discuss potential risks if the data is not protected. 

 Propose measures to secure the data. 

 Present their solutions on chart paper. 

4. Groups share their findings with everyone. 

5. Compare their proposed solutions with the provided sample data 

security protocol sheet. 

6. Discuss the importance of aligning business practices with secure 

protocols. 
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Activity 2: Role-Playing Data Security Scenarios. 

Material Required: 

 Role-play cards with scenarios (e.g., a data breach, a phishing attempt, 

implementing MFA) 

 Props for role-playing (optional) 

Procedure: 

1. Assign each group a scenario card related to customer information or 

data security. 

2. Groups create a short role-play depicting the scenario. 

a) Show the risks involved. 

b) Demonstrate actions taken to resolve the issue. 

c) Highlight the importance of data security. 

3. Present role-plays to the class. 

4. Discuss what each scenario teaches about protecting customer 

information and business protocols. 

Activity 3: Quiz on Data Security Protocols. 

Material Required: 

 Quiz sheets or an online quiz platform 

 Answer keys 

Procedure: 

1. Create a quiz based on data security protocols and customer 

information. 

2. Distribute the quiz to participants or conduct it online. 

3. Questions could include matching protocols to scenarios, multiple-

choice questions, and short answer prompts. 

4. Review answers as a group and clarify any misconceptions. 

5. Award small prizes for the highest scores to encourage participation. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Customer information includes __________, __________, and 

__________ details. 

2. __________ refers to protecting digital data from unauthorized access 

or theft. 
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3. Using __________ ensures data is safely encrypted during transfer. 

4. Data retention protocols ensure businesses __________ old, unused 

data. 

5. __________ involves using two or more verification factors for access. 

B. Multiple Choice Questions 

1. Which of the following is an example of customer information? 

a) Browser history 

b) Company revenue data 

c) Employee payroll details 

d) Personal passwords 

2. What does MFA stand for in data security? 

a) Multi-Factor Authentication 

b) Managed Fraud Analysis 

c) Modular Firewall Access 

d) Monitoring and Firewall Access 

3. A protocol that monitors incoming and outgoing network traffic is 

called: 

a) Encryption 

b) Firewall 

c) Access Control 

d) MFA 

4. What happens if customer information is misused? 

a) Customers feel more secure 

b) Legal penalties may arise 

c) Business reputation improves 

d) Productivity increases 

5. Which law protects customer data in Europe? 

a) GDPR 

b) CCPA 

c) HIPAA 

d) SOX 
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C. State whether the following statements are True or False 

1. Encryption is used to prevent unauthorized access to physical 

documents. 

2. Firewalls only protect internal company networks from employee 

misuse. 

3. Data security includes both prevention and recovery strategies. 

4. Keeping old, unused data indefinitely helps in better security 

management. 

5. Regular software updates are unnecessary for data security. 

D. Match the followings 

 Column A  Column B 

1 Encryption A Prevents unauthorized network access 

2 MFA B Safeguards data during transfer 

3 Firewall C 
Uses two or more authentication 
factors 

4 Data Retention Protocol D Ensures secure deletion of old data 

5 Backup Protocol E Creates copies of data for recovery 

E. Short Answer Questions 

1. Define customer information and list its types. 

2. What are the consequences of failing to protect customer data? 

3. Explain the role of encryption in data security. 

4. List three data security protocols and their importance. 

5. Why is regular software updating necessary for data security? 

F. Long Answer Questions 

1. Discuss the importance of protecting customer information in 

businesses. 

2. Describe the various protocols used for ensuring data security. 

3. Explain the potential impact of data breaches on businesses and 

customers. 

4. How can multi-factor authentication enhance data security? 

5. Outline measures to prevent the misuse of customer information. 
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G. Check Your Performance 

1. Identify areas where you can improve your understanding of data 

security protocols. 

2. Reflect on how businesses can better handle customer information. 

3. Analyze your quiz results to identify topics requiring more study. 
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SESSION 3: ETHICS IN DECISION-MAKING AND COMPLIANCE 

Ethics in decision-making and compliance focuses on ensuring that choices 

made within an organization are guided by moral principles, fairness, and 

adherence to legal and regulatory standards. Ethical decision-making 

involves evaluating options not only based on their outcomes but also on their 

impact on stakeholders, such as employees, customers, and the community. 

It requires transparency, accountability, and a commitment to doing what is 

right, even in challenging situations.  

On the other hand, Compliance ensures that the organization follows laws, 

policies, and industry standards, creating a framework for fair and lawful 

operations. Together, ethics and compliance promote a culture of integrity, 

reduce risks, and strengthen an organization’s reputation by demonstrating 

its commitment to responsible and principled behavior. 

 

Fig. 4.4: Decision Making and Compliance 

ETHICAL AND UNETHICAL DECISIONS 

Ethical decisions are choices that are based on what is right, fair, and good. 

These decisions follow moral principles, such as honesty, kindness, and 

respect for others. When you make an ethical decision, you think about what 

is best for everyone involved and act in a way that reflects integrity and 

fairness. 

 

Fig. 4.5: Ethical and Unethical Decisions 
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For example: 

 Helping a friend who needs support even if it takes up your free time. 

 Returning money that you found on the ground to its rightful owner. 

 Telling the truth, even when it is difficult. 

Ethical decisions often make people trust you more and help you build a good 

reputation. They are important for personal relationships, workplaces, and 

even businesses. 

Unethical decisions are choices that go against moral principles and values. 

These decisions are often unfair, dishonest, or harmful to others. They might 

bring short-term benefits but can lead to long-term consequences such as 

loss of trust, guilt, or even legal troubles. 

For example: 

 Cheating on an exam to get good marks 

 Lying to avoid getting into trouble 

 Stealing from someone or taking credit for someone else’s work 

Unethical decisions harm others and can damage your relationships, 

reputation, and future opportunities. 

Difference between Ethical and Unethical Decisions 

Making ethical decisions is essential because they guide us to live with 

integrity and make the world a better place for everyone. 

Aspect Ethical Decisions Unethical Decisions 

Definition 
Choices that are right, 

fair, and morally good 

Choices that are unfair, 

dishonest, or harmful 

Impact on 

Others 

Benefits others and 

promotes trust 

Harms others and leads to 

distrust 

Long-term 

Outcome 

Builds a good 

reputation and 

relationships 

Damages reputation and 

causes regret 

Examples 
Helping someone in 

need, being honest 
Cheating, lying, or stealing 
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PPE AND HAZARDOUS GOODS REGULATORY REQUIREMENTS 

PPE stands for Personal Protective Equipment. It includes items like gloves, 

masks, helmets, safety goggles, and shoes that protect delivery associates 

from injuries, harmful substances, or accidents during their work. 

E-commerce delivery associates work in different environments and may face 

risks such as: 

 Exposure to harmful chemicals in certain packages 

 Lifting heavy items 

 Road accidents while delivering goods 

PPE acts as a shield to keep them safe.  

For example: 

 Gloves protect hands from cuts or chemicals 

 Masks prevent breathing in harmful dust or fumes 

 Safety shoes prevent injuries from heavy items falling on feet 

Using PPE ensures delivery associates can work safely, especially when 

handling potentially harmful packages. 

 Gloves: Protect hands from cuts, chemicals, or sharp objects 

 Masks: Prevent inhaling dust, fumes, or harmful substances 

 Safety Shoes: Protect feet from heavy or sharp items 

 Goggles: Shield eyes from dust or chemical splashes. 

Hazardous Goods: Hazardous goods are items that can be dangerous to 

handle or transport. Examples include flammable liquids (like paints or oils), 

batteries, chemicals, or sharp objects. These goods can cause harm if they are 

not packed, handled, or delivered properly. 

 

Fig. 4.6: Hazardous Goods 
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E-commerce delivery associates are the backbone of online shopping. Their 

safety ensures timely and secure deliveries, while also protecting customers 

from receiving damaged or harmful goods. 

This approach promotes a safe and healthy work environment, making e-

commerce delivery efficient and reliable. Following are some steps delivery 

associates follow to ensure safety: 

1. Proper Labelling: Hazardous goods are labelled with warning signs 

(like “flammable” or “toxic”). This helps the associate identify the 

package and take extra precautions. 

2. Use PPE: Always wear the required protective gear, such as gloves and 

masks, when handling dangerous goods. 

3. Follow Guidelines: There are rules about how hazardous goods should 

be packed, stored, and transported. For example, flammable liquids 

must be kept away from heat during transport. 

4. Report Damage: If a package is damaged or leaking, it should be 

reported immediately and handled carefully to avoid harm. 

5. Training: Delivery associates are trained on safety protocols to handle 

such items effectively. 

Hazardous goods are items that can be dangerous to handle or transport, like: 

 Flammable liquids: Paints, fuels, or cleaning agents 

 Chemicals: Detergents, pesticides, or corrosive substances 

 Sharp objects: Knives, scissors, or broken glass 

 Batteries: It can be leak or catch fire if damaged. 

Handling Hazardous Goods Safely  

To handle dangerous goods, delivery associates should: 

 Identify Hazards: Look for warning labels like “flammable,” “toxic,” or 

“fragile” on packages. 

 Wear PPE: Always use the right protective gear for the job. 

 Follow Instructions: Handle items according to safety guidelines 

provided by the company. 

 Avoid Damage: Be careful not to drop or damage packages, especially 

those labeled as hazardous. 

 Report Issues: If a package is leaking, broken, or dangerous, inform 

the supervisor immediately and handle with care. 
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Important of Safety 

 Protects delivery associates from injuries or accidents 

 Ensures safe delivery of goods to customers 

 Prevents harm to the environment or others during transport 

PRACTICAL EXERCISE 

Activity 1: Understanding Ethical and Unethical Decisions. 

Material Required: 

 Flashcards with scenarios (e.g., “Returning lost money” or “Cheating on 

a test”) 

 Two boxes labeled “Ethical” and “Unethical”. 

Procedure: 

1. Distribute flashcards to participants. 

2. Ask each participant to read their scenario aloud. 

3. Place the card in the “Ethical” or “Unethical” box based on the scenario. 

4. Discuss why each decision is ethical or unethical. 

5. Reflect on the consequences of both types of decisions. 

6. Conclude by summarizing the importance of ethical choices in daily life. 

Activity 2: PPE Awareness Relay. 

Material Required: 

 Set of PPE items (gloves, masks, goggles, safety shoes) 

 Printed hazardous goods symbols (e.g., flammable, toxic) 

 Timer 

Procedure: 

1. Divide participants into teams. 

2. Place PPE items and symbols at one end of the room. 

3. Participants must: 

a. Identify the correct PPE for a hazardous symbol 

b. Explain why that PPE is required 

c. Wear the PPE correctly within a time limit 

4. Score teams based on accuracy and speed. 

5. Discuss the importance of PPE in handling hazardous goods. 
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Activity 3: Hazardous Goods Identification Challenge. 

Material Required: 

 Mock packages with labels (e.g., “flammable”, “fragile”, “toxic”). 

 A checklist for proper handling procedures. 

Procedure: 

1. Distribute mock packages to participants. 

2. Ask them to: 

a. Identify the hazard based on the label 

b. List the necessary PPE and precautions for handling 

c. Demonstrate safe handling and report any issues 

3. Evaluate participants based on completeness and accuracy. 

4. Conclude with key safety tips for hazardous goods handling. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Ethical decisions are based on ________, ________, and ________. 

2. PPE stands for ________. 

3. Hazardous goods must be labeled with ________ signs. 

4. Returning money to its owner is an example of a(n) ________ decision. 

5. Safety ________ are crucial when handling dangerous goods. 

B. Multiple Choice Questions 

1. Which of the following is a PPE item? 

a) Helmet 

b) Backpack 

c) Sunglasses 

d) Watch 

2. Unethical decisions can lead to: 

a) Trust and loyalty 

b) Regret and loss of reputation 

c) Personal growth 

d) Strong relationships 

3. A flammable label indicates that a package: 
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a) Contains sharp objects 

b) Should be handled with gloves 

c) Can easily catch fire 

d) Is safe to handle without precautions 

4. The role of safety shoes in PPE is to: 

a) Prevent eye injuries 

b) Protect feet from heavy or sharp items 

c) Provide comfort during long walks 

d) Reduce breathing problems 

5. Hazardous goods handling guidelines include: 

a) Ignoring warning labels 

b) Dropping packages carefully 

c) Wearing appropriate PPE 

d) Not reporting damages 

C. State whether the following statements are True or False 

1. Ethical decisions build trust and good relationships. 

2. Hazardous goods do not require any labeling. 

3. Safety audits are unnecessary for hazardous goods. 

4. Masks are part of PPE for protecting against dust and fumes. 

5. Unethical decisions can enhance your reputation. 

D. Match the followings 

 Column A  Column B 

1 PPE A Gloves and goggles 

2 Ethical Decision B Promotes trust 

3 Hazardous Goods Label C Flammable 

4 Unethical Decision D Cheating 

5 Proper Handling E Use of guidelines 
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E. Short Answer Questions 

1. What are the key differences between ethical and unethical 

decisions? 

2. List three examples of hazardous goods. 

3. Why is PPE important for delivery associates? 

4. What is the role of proper labeling in handling hazardous goods? 

5. Define data security in the context of customer information. 

F. Long Answer Questions 

1. Discuss the importance of ethical decisions in personal and 

professional life. 

2. Explain the safety measures delivery associates should take while 

handling hazardous goods. 

3. Describe the significance of PPE and how it ensures workplace 

safety. 

4. Outline the steps involved in handling damaged hazardous goods. 

5. Compare and contrast ethical and unethical decisions with 

examples. 

G. Check Your Performance 

1. Score yourself based on the accuracy of your answers. 

2. Reflect on areas where you can improve your understanding. 

3. Apply the knowledge in real-life scenarios for better learning 

outcomes. 

 

 

  



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

155 
 

SESSION 4: CODE OF CONDUCT 

Code of Conduct and professionalism are essential pillars of an e-commerce 

delivery associate’s role, ensuring efficiency, trustworthiness, and a positive 

customer experience. While the Code of Conduct (Fig. 4.7) outlines the 

ethical and behavioral expectations from employees, professionalism focuses 

on the attitudes and qualities that promote respect, integrity, and dedication 

in the workplace. 

 

Fig. 4.7: Code of Conduct 

PROFESSIONALISM 

Professionalism is the set of qualities and behaviors that reflect a positive 

attitude, responsibility, and dedication in the workplace. For an e-commerce 

delivery associate, professionalism is crucial because it builds trust with 

customers, ensures smooth teamwork, and helps the business succeed. Being 

professional means more than just following rules, it is about showing respect 

for others, being dependable, and taking pride in your work. 

 

Fig. 4.8: Professionalism 
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For delivery associates, professionalism helps create a positive customer 

experience and fosters trust in the e-commerce company. Professionalism is 

about demonstrating behaviours and attitudes that uphold the reputation of 

the company and enhance your individual performance. This includes: 

1. Positive Attitude: Always maintain a cheerful and cooperative 

approach to work, even when tasks are challenging or situations are 

less than ideal. A positive attitude makes interactions smoother and 

leaves a lasting impression on customers and colleagues. 

2. Reliability: Your ability to be punctual and consistent in your work is 

key. Customers and colleagues rely on you to deliver packages on time, 

handle tasks responsibly, and complete your duties accurately. 

3. Ethical Behaviour: Acting with honesty and integrity builds trust. This 

means avoiding shortcuts that compromise quality, following company 

policies, and treating others fairly. 

4. Effective Communication: Clear and polite communication ensures 

that customers and colleagues understand you. Speaking respectfully 

and listening attentively fosters better relationships and reduces 

misunderstandings. 

5. Personal Appearance: First impressions matter. Dressing 

appropriately for the job, such as wearing a clean and well-maintained 

uniform, shows that you take your role seriously and care about 

representing the company well. 

PROFESSIONAL BEHAVIOR AND DRESS CODE 

Professional behaviour and adhering to a dress code are essential components 

of your role. Following are a detailed look at how to embody these qualities: 

Professional Behaviour: 

a) Timeliness: Always strive to deliver packages on or before the expected 

time. If unexpected delays occur, communicate promptly with the 

concerned parties, such as your supervisor or the customer, to manage 

expectations. 

b) Respect for Customers: Regardless of the circumstances, treat all 

customers with politeness and courtesy. A smile and a friendly tone can 

go a long way in creating a positive experience. 

c) Attention to Detail: Accuracy is crucial in e-commerce deliveries. 

Double-check addresses, package labels, and customer instructions to 

avoid errors. Mistakes can cause inconvenience to customers and 

additional work for you. 
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d) Problem-Solving: Situations like customer absence or incorrect 

addresses may arise. Handle these calmly and efficiently by seeking 

guidance from your supervisor or contacting the customer directly 

when allowed. 

Importance of Professional Behaviour: 

a) Customer Trust: Your professionalism assures customers that their 

packages are in safe hands, building confidence in the company’s 

services. 

b) Team Collaboration: Your colleagues rely on your cooperation and 

consistency. When everyone acts professionally, the entire team 

functions more efficiently. 

c) Company Reputation: As a delivery associate, you represent the 

company. Professional behaviour enhances the brand’s image and 

fosters customer loyalty. 

Dress Code for Delivery Associates: 

a) Uniform: Wear the uniform provided by your company to ensure easy 

identification by customers. It also reinforces the company’s brand 

image. 

b) Cleanliness: Keep your uniform clean and well-maintained to present 

a professional appearance. 

c) Footwear: Choose appropriate footwear, such as sturdy and 

comfortable shoes, to support you during long hours of walking and 

lifting. 

d) Safety Gear: Follow company-specific guidelines, such as wearing 

reflective jackets or helmets, to ensure safety and compliance with 

regulations. 

Hygiene and Personal Grooming: 

a) Hygiene: Maintain good personal hygiene to ensure a pleasant 

experience for those around you. This includes regular bathing and 

using deodorant. 

b) Grooming: Keep your hair neatly styled and nails trimmed. Avoid 

wearing flashy accessories or using strong fragrances that might be 

uncomfortable for others. 

COMMUNICATING POLITELY WITH CLIENTS AND COLLEAGUES 

Effective communication is vital for building strong relationships and 

maintaining professionalism. Following points will help you to communicate 

effectively: 
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1. With Customers: 

a) Polite Greetings: Start each interaction with a warm and polite 

greeting like “Good morning” or “Hello” to make customers feel valued. 

b) Clear and Concise: Provide accurate information about the package 

and delivery. Avoid unnecessary jargon or lengthy explanations. 

c) Patience: Be patient with customers, especially if they have questions 

or concerns. Listen carefully and respond thoughtfully. 

d) Handling Complaints: If a customer is dissatisfied, apologize sincerely 

and reassure them that the issue will be addressed. Maintain a calm 

tone and avoid arguments. 

2. With Colleagues: 

a) Respect: Treat your colleagues with the same respect you expect from 

them. This creates a positive and supportive work environment. 

b) Sharing Information: Keep your team informed about important 

updates, such as changes in routes or delays, to ensure smooth 

coordination. 

c) Resolving Conflicts: If disagreements arise, address them 

professionally by discussing the issue and finding a mutually agreeable 

solution. 

REPORTING VIOLATIONS OF ETHICS AND REGULATIONS 

Ethics and regulations ensure a safe and fair workplace. As a delivery 

associate, you may notice violations, such as: 

a) Unethical behaviour: Dishonesty, theft, or mistreatment of customers 

b) Safety hazards: Unsafe handling of packages or equipment 

c) Rule violations: Not following company policies 

Steps to Report Violations: 

1. Observe and Document: Note the details of the violation, including 

date, time, and what happened. 

2. Follow Company Procedures: Every company has a process for 

reporting issues. Follow these steps carefully. 

3. Report to the Right Person: Inform your supervisor or the designated 

department. 

4. Maintain Confidentiality: Keep the matter private to protect all parties 

involved. 

5. Stay Professional: Focus on facts and avoid making personal 

accusations. 
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Reporting violations is not about blaming others but about ensuring a safe, 

ethical, and efficient workplace. 

BUILDING A POSITIVE WORK ENVIRONMENT 

Professionalism contributes to a healthy and supportive workplace.  Following 

points will help you to build positive environment at work: 

a) Supporting Your Team: Be proactive in helping your colleagues when 

they need assistance. Teamwork strengthens the group’s overall 

performance. 

b) Taking Responsibility: Acknowledge your mistakes and take steps to 

correct them. This shows maturity and a commitment to improvement. 

c) Celebrating Success: Recognize and appreciate the efforts of your 

teammates. Celebrating achievements, big or small, fosters motivation 

and camaraderie. 

PRACTICAL EXERCISE 

Activity 1: Role-Playing Scenarios. 

Material Required: 

Pre-designed role-play cards with scenarios based on professionalism, ethical 

behavior, and dress code issues. 

Procedure: 

1. Divide participants into pairs or small groups. 

2. Assign each group a role-play card describing a scenario (e.g., 

interacting with a dissatisfied customer, reporting a violation, etc.). 

3. Allow 5-10 minutes for groups to discuss and enact their scenarios 

a) One person acts as the delivery associate 

b) Others act as customers, supervisors, or colleagues 

c) The “associate” demonstrates professionalism and problem-solving 

skills 

d) Feedback is given by the trainer and peers 

4. Rotate roles so each participant experiences different perspectives. 

5. Discuss the outcomes and highlight good practices. 

Activity 2: Dress Code and Hygiene Awareness. 

Material Required: 

 Visual aids showing examples of proper and improper dress codes and 

hygiene 
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 A checklist for self-evaluation 

Procedure: 

1. Display images of delivery associates with varying levels of adherence 

to the dress code. 

2. Ask participants to identify what is appropriate and what needs 

improvement. 

a) Distribute a checklist covering uniform, footwear, grooming, and 

hygiene. 

b) Participants evaluate their own adherence to the standards. 

c) Discuss common challenges and solutions for maintaining 

standards. 

3. Emphasize how these contribute to professionalism and customer 

trust. 

4. Share tips for improving personal grooming and uniform care. 

Activity 3: Communication Skills Workshop. 

Material Required: 

 Scripted dialogues for practice 

 Feedback forms 

Procedure: 

1. Introduce common communication challenges (e.g., handling 

complaints, collaborating with colleagues). 

a. Distribute dialogue scripts based on these challenges 

b. Participants pair up to practice polite greetings, complaint handling, 

and conflict resolution 

c. Role-reversal to ensure both partners practice all roles 

2. Collect feedback from observers. 

3. Discuss best practices for polite, clear, and professional 

communication. 

4. Reinforce active listening and respectful tone as key elements. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Professionalism builds ______ and enhances individual performance. 

2. A delivery associate's uniform must be ______ and well-maintained. 
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3. Ethical behavior includes acting with ______ and integrity. 

4. Reporting violations ensures a ______ and fair workplace. 

5. Supporting your team promotes ______ in the workplace. 

B. Multiple Choice Questions 

1. What is an example of professional behaviour? 

a) Ignoring customer complaints 

b) Being punctual and reliable 

c) Avoiding teamwork 

d) Taking credit for others' work 

2. Which of these is part of a proper dress code? 

a) Flashy accessories 

b) Dirty uniform 

c) Clean and well-maintained uniform 

d) Torn shoes 

3. When reporting a violation, what is the first step? 

a) Ignore the issue 

b) Inform the customer 

c) Document the details 

d) Accuse the person involved 

4. How should a delivery associate handle customer complaint? 

a) Apologize sincerely 

b) Argue with the customer 

c) Avoid addressing the issue 

d) Blame the company 

5. Professional communication with colleagues includes: 

a) Sharing false information 

b) Ignoring updates 

c) Sharing accurate updates 

d) Avoiding conflicts 

C. State whether the following statements are True or False 

1. Professional behavior enhances a company’s reputation.  
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2. A positive attitude is optional for professionalism.  

3. Reporting violations ensures a safer workplace.  

4. Dressing appropriately does not affect customer trust.  

5. Effective communication requires patience and clarity.  

D. Match the followings 

 Column A  Column B 

1 Professionalism A Builds customer trust 

2 Dress Code B Reflects company image 

3 Reporting Violations C Ensures workplace safety 

4 Ethical Behavior D Builds honesty and trust 

5 Effective Communication E Reduces misunderstandings 

E. Short Answer Questions 

1. Define professionalism and explain its importance for delivery 

associates. 

2. List three examples of professional behavior. 

3. Why is a dress code important in building customer trust? 

4. How can reporting violations improve workplace safety? 

5. Explain how communication skills affect customer and colleague 

relationships. 

F. Long Answer Questions 

1. Discuss the role of professionalism in ensuring customer 

satisfaction and company reputation. 

2. How can delivery associates maintain a balance between 

professionalism and ethical behavior? 

3. Describe the steps for effectively reporting violations in the 

workplace. 

4. Explain the importance of a dress code and personal hygiene for 

delivery associates. 

5. How does a positive work environment benefit both employees and 

the company? 
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G. Check Your Performance 

1. Prepare chart reflecting on your understanding of professionalism 

and ethical conduct. 

2. Evaluate how well you can apply these principles in role-play 

scenarios. 

3. Set goals to improve specific areas, such as communication or dress 

code adherence. 
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MODULE 5: HEALTH, SAFETY, AND SECURITY 

NORMS 

E-commerce delivery associate work involves tasks in different places like 

warehouses, roads, or at customers’ doorsteps. To do  

the job well and stay safe, it’s important to follow rules for health, safety, and 

security. These rules help to avoid risks, protect the products they deliver, 

and keep customer information safe. 

Delivery associate need to stay healthy because some physical activities are 

required for this job. They often have to carry heavy packages and spend long 

hours walking or driving. To avoid getting hurt, they must learn the right way 

to lift and move things. Taking care of their health during long work shifts is 

also important. This means taking regular breaks, drinking plenty of water, 

and keeping themselves clean and hygienic. Following these simple health 

practices helps them stay strong and do their job safely. 

Safety rules are important to keep delivery workers safe from accidents or 

injuries while they work. When driving, they must always wear seat belts, 

follow traffic rules, drive at safe speeds, and stay alert to what is happening 

on the road. For those who walk or use bicycles to make deliveries, wearing 

safety gear like helmets, bright or reflective clothing, and good shoes is very 

important. This helps them stay visible to others and avoid accidents.  

Security procedures are designed to protect both delivery associates and the 

sensitive data they handle. Delivery associates must keep customer 

information, such as addresses and contact details, secure at all times. 

Health, safety, and security norms are vital in the job of an e-commerce 

delivery associate to ensure the protection of the individual, the smooth 

handling of goods, and the safety of customer information. These procedures 

not only promote the well-being of employees but also contribute to a safe and 

reliable delivery service that customers can trust. 

This module comprises four sessions, Session 1 is focusing on Health, Safety, 

and Security Procedures which describes apply Standard Operating 

Procedures (SOPs) for handling hazardous goods, session 2 talks about 

Handling Hazardous Goods and Emergency Protocols, Session 3 highlights on 

Inspection and Compliance in Operations and Session 4 explains about 

Implementing 5S and Reporting Violations. 
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SESSION 1: HEALTH, SAFETY, AND SECURITY PROCEDURES 

“Health, Safety, and Security Procedures” are important to the well-being of 

the delivery associate as well as the safe delivery of parcels. To avoid 

accidents, delivery associates must follow safety guidelines such as wearing 

seat belts when driving, use proper lifting techniques to prevent injuries, and 

stay alert on the road. They must also obey to safety regulations when 

handling parcels, particularly those containing hazardous goods, and ensure 

that products are securely delivered to the correct addresses. Further, 

security measures include protecting personal and delivery information, 

avoiding unsafe situations, and follow organization’s regulations at the time 

of an emergency, such as an accident or suspicious activity.  

HEALTH, SAFETY, AND SECURITY PROCEDURES IN OPERATIONS 

Delivery associates do their job in different places like busy streets, 

warehouses, and homes. To keep everyone safe and make sure packages are 

delivered on time and in good condition, it is important to follow health, 

safety, and security rules. These rules help protect delivery workers from 

risks and ensure they can work in a safe and efficient way. They also make 

sure customers get their packages safely and without any problems. 

 

 

 

 

 

 

 

 

Fig. 5.1: Safety at work 

Health Procedures: Health practices help delivery workers stay strong and 

safe while doing their jobs. They learn the right way to lift heavy or odd-shaped 

packages to avoid hurting their backs. They also learn how to stay healthy 

during long hours of walking or driving. It is important for them to keep their 

vehicles, tools, and uniforms in good condition to avoid problems like 

accidents caused by broken equipment. Keeping these rules helps them stay 

safe and healthy while working. 
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Fig. 5.2: Health Procedures for Delivery Personnel 

Safety Procedures: Safety rules help delivery workers avoid accidents and 

injuries while doing their job. When driving or cycling, they must wear seat 

belts, follow traffic rules, and keep a safe distance from other vehicles. While 

walking, they need to watch out for slippery or uneven roads and be careful 

around pedestrians. In warehouses, safety rules like keeping walkways clear 

and stacking packages properly helps to prevent accidents. Maintain these 

protocols keep delivery workers, customers, and the packages safe. 

 

Fig. 5.3: Safety Procedure for Delivery 

Security Procedures: These are designed to secure both the delivery 

associate and consumer information. E-commerce delivery associates 

frequently handle client data, such as addresses and contact information, 

therefore security processes must protect this sensitive information from theft 

or misuse. Associates are also educated to recognize suspicious conduct, 
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report any security hazards, and ensure that packages are not left in 

vulnerable areas where they can be stolen. 

 

Fig. 5.4: Security procedure for delivery 

SAFETY PROCESSES IN DIFFERENT OPERATIONAL AREAS  

In the job of an e-commerce delivery associate, safety is a key concern in 

various operational areas, from handling packages to navigating the roads. 

Ensuring safety at each step not only protects the delivery associate but also 

ensures that the packages reach the customer in good condition and on time. 

In e-commerce, the delivery process involves several operational areas such 

as:  

a) Warehouse operations includes ergonomics and manual handling of the 

products, use of personal protective equipment, forklift and equipment 

safety and follow fire safety and emergency protocols and safe handling 

of hazardous materials. 

b) Sorting and packaging centers include machine & chemical safety and 

handling fragile items. 

c) Last-mile delivery operations include driver safety training, vehicle 

inspections and maintenance, load securement, PPE for delivery 

personnel, health and safety for delivery workers and handling 

hazardous packages. 

d) Delivery to customer (in-home or curbside) includes safe delivery 

protocols, social distancing and hygiene, customer interaction safety, 

contactless delivery. 

e) Returns and reverse logistics includes inspection and handling of 

returned goods with packaging and warehouse safety for returned 

items. 

f) Technology and its operations in e-commerce delivery includes 
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cybersecurity and data safety, system reliability and training on 

technology use. 

g) Warehouse and delivery route safety (weather and environmental 

conditions). 

h) Health and well-being of delivery associates. 

Each of these areas have its own set of safety protocols to ensure the well-

being of workers, the protection of goods, and the efficient operation of the 

supply chain. Safety processes in these areas are crucial to minimize risks, 

improve productivity, and protect both employees and customers. By 

implementing rigorous safety protocols and providing regular training, e-

commerce companies can reduce risks, improve operational efficiency, and 

create a safer environment for all stakeholders.  

PERSONAL PROTECTIVE EQUIPMENT (PPE)  

Personal Protective Equipment (PPE) is the protective gear and apparel that 

e-commerce delivery associates (drivers, warehouse workers, and other staff 

participating in the delivery process) must wear to protect themselves from a 

variety of job risks.  

PPE is intended to reduce exposure to health hazards and prevent injuries in 

a variety of working settings. In e-commerce delivery, PPE covers items such 

as: 

 

Fig. 5.5: Personal Protective Equipment 

1. Use high-visibility clothing: Such as reflective vests or jackets, to 

ensure delivery colleagues are seen in low-light or high-traffic regions 

as show in (Fig. 5.5)  
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Fig. 5.6: high-visibility clothing 

2. Safety Footwear: Steel-toed boots or shoes prevent feet from injuries 

caused by large or sharp items, especially when loading or unloading 

deliveries.  

 

 

 

 

 

 

Fig. 5.7: Safety Boots 

3. Gloves: Designed to shield the hands from abrasions, wounds, and 

exposure to potentially dangerous substances (such as chemicals or 

fragile items). 

 

Fig. 5.8: Gloves 

4. Knee pads: These provide knee protection when bending or kneeling to 

load or unload products. 
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Fig. 5.9: Knee Pads 

5. Head Protection: Hard hats or helmets to prevent head injuries from 

accidents or falling items in places like warehouses.  

 

 

 

 

 

 

 

 

Fig. 5.10: Head Protection Helmet 

6. Weather-appropriate equipment: Rain jackets, cold-weather gloves, 

and other weather-appropriate protective equipment guarantee the 

security and well-being of delivery associate in a range of climates. 

 

 

 

 

 

 

Fig. 5.11: Jackets as per weather 

7. Masks and Face Shields: These are used for respiratory protection, 

particularly when there are airborne risks or while following health 

regulations (such as during the COVID-19 pandemic).  
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Fig. 5.12: Face Shield 

For an e-commerce delivery associate PPE is an essential element of their daily 

routine that allows them to do their duties safely. Whether it is staying visible 

on the road, lifting products safely, or maintaining hygiene, wearing PPE 

reduces hazards and promotes a healthy and efficient work environment. 

Importance of PPE 

PPE is essential for protecting delivery associates working in e-commerce from 

risks to their physical well-being, the environment, and their occupational 

health. Its significance extends beyond merely adhering to safety rules and it 

is necessary to preserve a secure and effective workplace, improve employee 

well-being, and guarantee the effectiveness of the e-commerce delivery 

process. Organizations can prevent accidents, promote a culture of safety, 

and improve the general well-being and morale of their delivery associates by 

offering the proper PPE. 
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Fig. 5.14: importance of PPE 

IMPLICATIONS OF STANDARD DRIVING PRACTICES AND SAFETY 

PROTOCOLS  

Following standard driving procedures and safety protocols is critical for the 

safe and effective delivery of products as an e-commerce delivery associate. 

Delivery associate spend a significant amount of time on the road, and their 

ability to drive safely affects not only their own well-being, but also the timely 

and secure delivery of customer orders. Adhering to proper driving standards 

and safety procedures helps to avoid accidents, reduces the chance of injury, 

and guarantees that items arrive on time and in good condition. 

 

Fig. 5.15: Driving Practices and Safety Protocols 

1. Protection from Physical Injuries

2. Improved Visibility and Road Safety

3. Protection from Environmental Hazards

4. Prevention of Occupational Health Risks

5. Reduction of Long-Term Injuries

6. Compliance with Safety Regulations

7. Enhanced Worker Confidence and Morale

8. Preventing Cross-Contamination and Public Health Protection

9. Increasing Operational Efficiency
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1. Ensuring Safe and Efficient Deliveries 

Standard driving practices are important because they ensure that 

delivery associates drive in a safe and controlled manner. This includes 

following traffic rules such as following speed limits, stopping at red 

lights, and using turn signals.  

a) Driving within legal limits and being mindful of traffic rules, 

delivery associates reduce the likelihood of accidents, ensuring 

the safety of themselves, other drivers, and pedestrians.  

b) Driving safely helps associates avoid fines or penalties for 

breaking traffic laws, which can delay deliveries and disrupt the 

company’s schedule. 

c) Driving safely also involves being aware of road conditions.  

d) Delivery associates must be prepared to adjust their driving 

according to weather conditions such as rain, snow, or fog, which 

can make the roads slippery or harder to navigate.  

e) Regular vehicle maintenance, such as checking tire pressure, 

brakes, and lights, is also part of standard driving practices. This 

ensures that the vehicle is in good working condition, minimizing 

the risk of breakdowns during deliveries. 

 

 

 

 

 

 

Fig. 5.17: Road Safety and Driving Rules 

2. Reducing Risk of Injuries and Accidents 

Safety protocols play a crucial role in reducing the risk of injuries and 

accidents. Seat belts must always be worn, and delivery associates 

should avoid distractions like using mobile phones while driving.  

a) Associates must ensure that their vehicles are equipped with 

other safety features such as airbags and reflectors.  

b) Delivery vehicles should also be loaded properly, with packages 

securely fastened to avoid shifting or falling during transit, which 

could cause accidents or damage to the goods. 
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c) Associates should also follow the three-second rule, which 

involves keeping a safe distance from the vehicle ahead. This 

gives enough time to react in case of sudden stops or 

emergencies, reducing the likelihood of rear-end collisions.  

d) Delivery associates should also follow safety protocols when 

stopping at delivery locations, such as turning on hazard lights 

and parking in safe, designated areas. This ensures the 

associate's safety while unloading packages. 

 

Fig. 5.19: Road Safety 

Ensuring Customer Satisfaction 

a) By following standard driving practices and safety protocols, delivery 

associates also contribute to customer satisfaction. Timely deliveries 

are crucial in the e-commerce industry, and driving safely helps ensure 

that packages are delivered on time, avoiding delays caused by 

accidents or traffic violations.  

b) Safe driving reduces the chances of damage to packages, customers 

appreciate when their orders arrive on time and in perfect condition, 

which helps build trust in the delivery service and improves the 

company’s reputation. 

Delivery associates not only protect themselves and others on the road but 

also ensure that packages are delivered efficiently and in good condition by 

driving safely and following proper safety procedures. These practices lead to 

fewer accidents, improved customer satisfaction, and a more reliable and 

trustworthy e-commerce service. 
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PRACTICAL EXERCISES 

Activity 1: Role Play - Identifying and Addressing Safety Hazards. 

Material required: Notebook, Paper, Pen, Pencil,  

Procedure: 

1. Divide students into small groups and assign each group a scenario 

from different operational areas, such as: 

a) Handling hazardous materials in the warehouse 

b) Driving in bad weather conditions 

c) Delivering packages in high-traffic areas 

2. Each group identifies potential hazards in their scenario and presents 

how they would follow safety, health, and security protocols to handle 

them effectively. 

3. The rest of the group evaluates the presentation and provides feedback. 

4. The teacher will conclude with his or her evaluation on presentations 

by group.  

Activity 2: PPE Matching Game. 

Material required: Notebook, Paper, Pen, Pencil  

Procedure: 

1. Teacher will prepare a set of cards with images of PPE (e.g., high-

visibility jackets, gloves, helmets) and another set with situations or 

hazards (e.g., working in low light, handling sharp objects). 

2. Students must match each piece of PPE to the correct scenario. 

3. After matching, students need to explain why each item is necessary 

for the given situation. 

4. The teacher will conclude and provide feedback to the students. 

Activity 3: Interactive Safety Protocol Quiz. 

Material required: Notebook, Paper, Pen, Pencil  

Procedure: 

1. Create a quiz with multiple-choice and scenario-based questions, such 

as: 

a) “What is the correct lifting technique to prevent back injuries?” 

b) “What should you do if you notice suspicious activity while delivering 

a package?” 

c) “How should packages be loaded into a vehicle to prevent accidents” 
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2. Divide students into groups or teams. 

3. Conduct the quiz in a competitive format. 

4. Award points for correct answers and provide a brief explanation of the 

correct procedure for each question by the teacher. 

5. Declare winning team in the class to cheer students. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Delivery workers should always wear a __________ when driving to 

stay safe. 

2. PPE stands for __________ Protective Equipment. 

3. Delivery workers use __________ vests or jackets to remain visible in 

low-light areas. 

4. __________ protocols in warehouses include stacking packages 

properly to prevent accidents. 

5. Delivery associates must handle customer __________ carefully to 

protect it from misuse. 

B. Multiple Choice Questions  

1. What are one-way delivery workers avoid back injuries? 

a) Wearing gloves 

b) Lifting heavy packages correctly 

c) Skipping breaks 

d) Driving at high speeds 

2. Why is PPE important for delivery workers? 

a) To look professional 

b) To carry heavier packages 

c) To reduce exposure to job hazards 

d) To work faster 

3. Which safety measure should be followed when driving? 

a) Ignoring traffic rules 

b) Keeping a safe distance from other vehicles 

c) Using broken vehicles 

d) Driving without a seat belt 

4. What should delivery workers wear to be visible in low light? 
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a) Safety shoes 

b) Gloves 

c) Reflective vests or jackets 

d) Helmets 

5. What is the primary purpose of security procedures? 

a) To secure customer information  

b) To increase package size 

c) To speed up deliveries 

d) To avoid heavy lifting 

C. State whether the following statements are True or False  

1. Delivery associates do not need to follow traffic rules if they are in a 

hurry. 

2. Gloves can help protect delivery workers' hands from injuries. 

3. Personal Protective Equipment (PPE) includes items like helmets, 

gloves, and safety shoes. 

4. Security protocols ensure customer data and packages are kept safe. 

5. Safety rules only apply to delivery associates working in warehouses. 

D. Match the Following 

 Column A  Column B 

1 Reflective vests A Protect hands from injuries 

2 Steel-toed boots B Keep delivery associates visible 

3 Gloves C Safety while handling heavy objects 

4 Seat belt D Road safety 

5 Handling fragile items E Sorting and packaging centers  

E. Short Answer Questions 

1. Why are health, safety, and security procedures important for 

delivery associates? 

2. What is the role of PPE in the daily routine of e-commerce delivery 

associates? 

3. List three key safety procedures delivery associates must follow 

when driving. 
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4. What is the purpose of wearing high-visibility clothing for delivery 

associates? 

5. What is the three-second rule in driving, and why is it important? 

F. Long Answer Questions 

1. Discuss the health procedures that delivery associates should follow 

to stay safe and strong while working. 

2. Explain the safety processes involved in different operational areas, 

such as warehouses, sorting centers, and last-mile delivery. 

3. How does adhering to driving practices and safety protocols reduce 

risks and enhance delivery efficiency? 

G. Check Your Performance 

1. Analyze the importance of PPE for delivery associates and how it 

helps create a safer workplace. 
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SESSION 2: HANDLING HAZARDOUS GOODS AND 

EMERGENCY PROTOCOLS 

Handling Hazardous Goods and Emergency Protocols includes learning how 

to safely manage harmful substances as well as how to respond in an 

emergency. Chemicals, flammable materials, and toxic substances are 

examples of hazardous goods that might cause injury if not handled properly. 

Proper handling requires using suitable safety equipment such as gloves, 

goggles, and protective clothes, as well as adhering to requirements for safe 

storage, transportation, and disposal. In the event of a disaster, such as a 

spill, fire, or exposure, emergency procedures must be followed to reduce risks 

and protect individuals. These protocols involve immediate actions such as 

leaving the location, contacting emergency personnel, and providing first aid 

as needed. Proper training in these areas promotes safety and helps to prevent 

mishaps in workplaces containing hazardous materials. 

 

Fig. 5.22: Handling Hazardous Material 

SOP FOR HANDLING DANGEROUS AND HAZARDOUS GOODS 

Handling dangerous and hazardous goods needs strict adherence to safety 

measures in order to protect personal safety, the safety of others, and 

compliance with regulations. The simplified Standard Operating Procedure 

(SOP) below is intended to understand how e-commerce delivery associates 

appropriately manage such goods.  

 Dangerous Goods (DG): Articles or substances that pose a risk to 

health, safety, property, or the environment. 

 Hazardous Materials (HAZMAT): Items defined as hazardous by local, 

national, or international regulations. 

Therefore, dangerous and hazardous goods are items that can endanger 

health, safety, property, or the environment. These include chemicals, 
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flammable liquids, batteries, and pressurized containers. Delivery 

personnel must be trained and prepared to handle these things safely and 

responsibly. 

 MSDS (Material Safety Data Sheet): A document providing details on 

the properties, hazards, and handling instructions for hazardous 

materials 

Hazards can be classified into the following broad categories, based on their 

origin: 

1. Biological 

2. Physical 

3. Psychological 

4. Safety 

5. Chemical 

6. Ergonomic 

All six types of hazards with their brief description is depicted in the figure 

below 

 

 

  

 

Fig. 5.23: Types of Hazards 

Hazards

Biological

Physical

Ergonomic

Chemical

Safety

Psychological

 Physical, chemical and toxic properties 

of the chemical 

 The severity depends on the toxic 

properties  

 Caused by living organisms like bacteria, 

viruses, insects, plants, birds, animals, 

humans, etc. 

 Due to repetitive 

movements, 

improper set up of 

workstation 

 Faulty designed 

chairs, tools and 

equipment, wrong 

postures, etc. 

 Radiation, magnetic 

fields, pressure 

extremes (high 

pressure or 

vacuum), noise, etc. 

 Violence, 

excessive 

pressure at 

workplace for 

meeting 

deadlines, 

conflicts at 

workplace, etc. 

 Slipping/tripping 

hazards, 

inappropriate 

machine 

guarding, and 

equipment 

malfunctions or 

breakdown 
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Following these SOPs allows e-commerce delivery workers to handle 

dangerous and hazardous goods in a safe and efficient manner, protecting 

themselves, others, and the environment. This highlights the importance of 

planning, exercising caution, and following safe practices. 

1. Pre-Delivery Procedures 

a) Understand the Classification: Learn to identify hazardous goods 

through labels, symbols, and Material Safety Data Sheets (MSDS). 

Common hazard symbols include flammable, toxic, corrosive, and 

explosive. 

b) Proper Packaging Check: Ensure the goods are securely packaged as 

per the guidelines. Packaging should prevent leaks, spills, or breakage. 

c) Documentation: Verify that all documentation, including labels and 

transport permits, is accurate and complete. 

d) Inspect for Damage: Check for signs of damage, such as leaks or 

unusual orders, before accepting the package for delivery. 

 

Fig. 5.24: Pre-Delivery procedures for Hazardous Goods 

2. Handling During Delivery 

a) Use Appropriate Equipment: Always wear safety gear such as gloves, 

masks, or goggles if required. Use trolleys or other handling aids for 

heavy or bulky hazardous items. 

b) Follow Transportation Rules: Avoid exposure to heat or direct 

sunlight, especially for flammable or explosive goods. Secure the 

package in the delivery vehicle to prevent movement or spillage during 

transit. 

c) Maintain Ventilation: Ensure the delivery vehicle is well-ventilated 

when transporting items with strong odors or fumes. 
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Fig. 5.25: Guidelines for Hazardous Item Transport 

3. Emergency Procedures 

a) In Case of Spillage or Leakage: Stop the vehicle immediately. Avoid 

direct contact with the substance. Contain the spill using absorbent 

materials if trained, or alert emergency services. Emergency procedure 

for spill/leaks of hazardous materials 

 

1. Assist person in immediate danger if safe to 

do so 

2.  Raise the alarm, Notify the Supervisor 

and contact emergency services 

3.  Restrict the danger area to avoid risk of 

harming others then attend to the emergency 

4. Evacuate the staff and associate to a 

safe assembly area 

b) In Case of Fire: Evacuate the area. Use a fire extinguisher only if you 

have the appropriate type (e.g., for chemical or electrical fires) and call 

emergency services. 

c) Report the Incident: Notify your supervisor and provide full details of 

the incident. 

4. Post-Delivery Responsibilities 

a) Handover Procedures: Ensure the recipient is aware of the contents 

and handling instructions. Obtain a signature or acknowledgment of 

delivery. 

b) Dispose of Packaging: Dispose of any used safety equipment or 

packaging as per environmental and safety guidelines. 
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c) Record Keeping: Document the delivery, including any issues faced 

during transit. 

d) Vehicle Inspection: Inspect the vehicle for any residue or damage after 

transporting hazardous goods. 

e) Incident Follow-up: Participate in debriefings and corrective action 

plans for any issues encountered. 

 

Fig. 5.26: Post Delivery Responsibilities 

5. Training and Awareness 

a) Regular Training: Attend regular safety training sessions to stay 

updated on protocols and regulations. 

b) First Aid Knowledge: Learn basic first aid to handle minor injuries or 

exposure to hazardous substances. 

c) Awareness of Laws: Understand local laws governing the transport and 

delivery of hazardous goods. 

 

Fig. 5.27: Training and Awareness Outcomes 
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EMERGENCY RESPONSE PROTOCOLS  

Emergency situations can occur at any point during the e-commerce delivery 

process. As delivery associates are often on the front lines, it's essential they 

are prepared to handle a variety of emergencies effectively. Emergency 

response protocols ensure that delivery associates are prepared to handle 

unforeseen incidents during their duties.  

Types of Emergencies 

1. Vehicle Accidents (Minor and Major) 

2. Injuries or Health Emergencies (e.g., personal injury, medical 

emergencies) 

3. Hazardous Materials Spills or Exposure 

4. Theft or Robbery 

5. Natural Disasters (e.g., floods, storms) 

6. Lost or Missing Packages 

7. Violent or Aggressive Behavior from Customers 

 

Fig. 5.28: Types of emergencies 

These protocols aim to protect associates, customers, and goods while 

minimizing disruptions and damage. Below is a structured approach to 

emergency response protocols, tailored to e-commerce delivery associates' 

needs. 
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GENERAL EMERGENCY RESPONSE PROTOCOLS 

Regardless of the type of emergency, e-commerce delivery associates should 

follow these steps: 

1. Assess the Situation 

a) Evaluate the situation to determine the severity and type of 

emergency. 

b) Ensure your safety first, if there’s any immediate danger to yourself 

or others, take steps to remove yourself from harm. 

2. Contact Emergency Services 

a) For accidents, injuries, or immediate threats to safety, call 

emergency services (e.g., dial 100, 911) or local emergency numbers. 

b) Provide detailed information about the incident, including location, 

nature of the emergency, and any injuries or hazards. 

3. Notify the Supervisor 

a) Immediately inform your supervisor or the designated emergency 

contact within the company about the situation. 

b) Follow internal protocols for reporting emergencies. 

4. Document the Incident 

a) If safe to do so, take pictures or notes to document the incident. 

b) For accidents, injuries, or theft, report all relevant details as per 

company guidelines. 

5. Follow Company-Specific Protocols 

a) Follow any pre-established internal emergency procedures (e.g., 

accident report forms, incident logs). 

b) Adhere to specific instructions from company safety or operations 

teams. 

 

Fig. 5.29: General Emergency Response Protocols for Delivery Associates 
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Emergency Situation Examples 

For an example of a situation if a package is lost then an e-commerce 

delivery associate should try to: 

1. Attempt to retrace steps and check with customers or other 

associates. 

2. Contact the logistics or operations team to check if there were any 

routing errors or if the package is delayed. 

3. Notify your supervisor to initiate a formal investigation. 

Whereas in case of dealing with aggressive customers an e-commerce 

delivery associate should try to:  

1. Remain calm and polite-never escalate the situation. 

2. If the customer is verbally aggressive, try to de-escalate by listening 

and empathizing with their concerns. 

3. If the situation becomes physically threatening, exit the area 

immediately and call for support or law enforcement. 

4. Report the incident to your supervisor for further action. 

6. Post-Emergency Actions 

1. Reporting: Complete any incident reports or forms required by 

company or local authorities. If injuries or accidents occurred, fill out 

health and safety reports. 

2. Medical Follow-Up: For any injury or medical emergency, ensure to 

seek appropriate medical care, even if the injury seems minor. 

3. Incident Review: Participate in any internal investigation or debrief 

following the emergency to improve future protocols and safety 

measures. 

4. Employee Support: Seek any necessary counselling or support if the 

emergency involved trauma or emotional distress. 

 

Fig. 5.30: Post emergency action 
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7. Preventative Measures 

a) Training: Regular emergency response training should be provided 

to delivery associates. 

b) Safety Equipment: Ensure delivery associates are equipped with 

necessary safety gear (first aid kits, fire extinguishers, spill kits) and 

know how to use them. 

c) Clear Communication Channels: Maintain open communication 

channels for immediate reporting and guidance during emergencies. 

By following these protocols, e-commerce delivery associates can effectively 

respond to emergencies, minimizing harm and ensuring the safety of 

themselves and others.  

 

Fig. 5.32: Preventative Measures 

REPORTING UNSAFE CONDITIONS  

An e-commerce delivery associate is responsible for ensuring that goods are 

carried and delivered to clients in a safe and efficient manner. However, this 

position is not without its obstacles. Unsafe situations may arise at any point 

during the delivery process, whether as a result of hazardous locations, 

vehicle faults, or incorrect product handling. Reporting unsafe conditions is 

an important duty that helps to ensure the safety of associates, customers, 

and the overall integrity of the delivery process.  

Poorly maintained vehicles, hazardous weather conditions, unsafe loading or 

unloading sites, and exposure to harmful items without sufficient labeling or 

protective equipment are all examples of risky situations. For example, 

delivering packages to poorly lighted or isolated regions may increase the 

chance of an accident or a security breach.  

Driving a vehicle with inadequate brakes or tires endangers both the delivery 

associate and other drivers on the road. By identifying and reporting such 
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situations, delivery associates assist their employers avoid accidents, injuries, 

and even legal penalties.  

One of the most important benefits of reporting unsafe conditions is that it 

enables corrective action to be conducted. If a delivery associate finds a faulty 

vehicle or risky driving circumstances, they should notify it so that it can be 

fixed or avoided.  

If an associate finds unsafe working circumstances, such as poorly 

maintained or insecure delivery zones, reporting them can result in 

improvements such as better lighting or designated drop-off areas. 

Effective reporting necessitates clear communication and adherence to 

corporate rules. Delivery associate should be trained to spot harmful 

conditions and know where to report them, such as via mobile apps, 

supervisors, or dedicated safety hotlines.  

Detailed documentation, such as images or descriptions, can assist 

management assess the seriousness of the problem and establish the 

appropriate corrective activities. Reporting unsafe conditions is not just a 

duty but an important aspect of the e-commerce delivery associate's role. It 

protects lives and property while also ensuring that the delivery process goes 

properly. By emphasizing safety and proactively addressing risks, delivery 

associates help to create a safer working environment and maintain 

customers' faith in the e-commerce industry. 

 
Fig. 5.33: Reporting unsafe condition in E-commerce Delivery 

PRACTICAL EXERCISES 

Activity 1: Identifying Hazardous Goods and Safety Measures.  

Material required: Pictures or printed labels of hazardous goods, a 

whiteboard or flip chart, pen, notepad. 
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Procedure: 

1. Divide participants into small groups and give each group a set of 

images or labels of different materials (e.g., corrosive, flammable, toxic). 

2. Ask each group to identify the type of hazard associated with the 

materials based on the symbols or labels. 

3. Ask each group to list the necessary safety measures (e.g., gloves, 

goggles, ventilation). 

4. Further each group need to present their findings to the class. 

Activity 2: Emergency Response Role Play. 

Material required: Scenario cards, safety props (e.g., gloves, goggles, fire 

extinguisher). 

Procedure: 

1. Assign students’ various roles (e.g., delivery associate, supervisor, 

emergency responder). 

2. Create scenarios such as a chemical spill, a vehicle accident, or 

encountering an aggressive customer. 

3. Ask students to act out how they would handle the situation, focusing 

on the key steps: 

a) Assess the situation 

b) Contact emergency services 

c) Notify the supervisor 

d) Document the incident 

4. After each role-play, teacher need to discuss what was done well and 

any areas for improvement. 

Activity 3: Reporting Unsafe Conditions Exercise. 

Material required: Hazard examples, reporting templates or mock app 

interface, projector/screen for discussion. 

Procedure: 

1. Share examples of unsafe conditions (e.g., poorly maintained vehicles, 

unsecured packages, unsafe delivery zones). 

2. Provide a template for reporting unsafe conditions. 

3. Ask participants to: 

a) Analyze one of the examples 
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b) Fill out a detailed report, including photos or descriptions of the 

hazard 

4. Review the reports as a group and discuss with students the best 

practices for effective reporting. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Handling hazardous goods requires the use of ________ safety 

equipment like gloves, goggles, and protective clothing. 

2. Emergency response protocols aim to protect associates, customers, 

and ________. 

3. Hazardous materials can be identified using labels, symbols, and 

________. 

4. A poorly maintained delivery vehicle can lead to ________ conditions. 

5. Delivery personnel must ensure proper ________ of hazardous goods 

to prevent leaks or spills. 

B. Multiple Choice Questions 

1. What is the purpose of MSDS (Material Safety Data Sheet)? 

a) To document customer complaints 

b) To provide details on hazardous materials 

c) To track delivery routes 

d) To file tax returns 

2. What safety equipment is essential for handling hazardous 

materials? 

a) Gloves, goggles, protective clothing 

b) Helmets, raincoats, safety shoes 

c) Umbrellas, face shields, earplugs 

d) Sunglasses, hats, sandals 

3. Which of the following is NOT a type of hazard? 

a) Biological 

b) Psychological 

c) Ergonomic 

d) Mechanical 

4. What is the first step in the SOP for dangerous goods delivery? 
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a) Verify documentation 

b) Understand classification 

c) Dispose of packaging 

d) Inspect the vehicle 

5. During an emergency involving a fire, what should you do? 

a) Use water on all types of fires 

b) Evacuate and use the appropriate fire extinguisher 

c) Ignore and continue work 

d) Remove safety gear 

C. State whether the following statements are True or False  

1. Hazardous goods include chemicals, flammable liquids, and 

batteries. 

2. Gloves and goggles are optional when handling hazardous materials. 

3. Reporting unsafe conditions is essential to maintaining safety in the 

delivery process. 

4. All hazardous materials should be stored and transported without 

ventilation. 

5. Psychological hazards can arise from stress during delivery 

operations. 

D. Match the Following 

 Column A  Column B 

1 MSDS A Document for hazardous material details 

2 Flammable goods B Avoid exposure to heat 

3 Ergonomic hazard C Poor posture or repetitive tasks 

4 Proper packaging D Prevent leaks and spills 

5 
Reporting unsafe 

conditions 
E Ensure corrective actions 

E. Short Answer Questions 

1. What do you understand by dangerous good and hazardous 

material? 

2. Name the types of emergencies. 
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3. What is RACE? 

4. Draw emergency response cycle. 

5. Discuss reporting of unsafe conditions. 

F. Long Answer Questions 

1. Explain SOPs for handing dangerous and hazardous goods. 

2. Describe emergency response protocol with types of emergencies. 

G. Check Your Performance 

1. Demonstrate how you would safely respond to landing container 

labelled as a hazardous material (Floatable Liquid) in a Warehouse. 
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SESSION 3: INSPECTION AND COMPLIANCE IN OPERATIONS 

In logistics, inspection refers to the process of systematically examining 

goods, equipment, or processes at various stages of the supply chain to ensure 

they meet specified standards of quality, safety, and accuracy. Inspections are 

critical for maintaining the smooth flow of operations, minimizing errors, and 

ensuring customer satisfaction. 

INSPECTION FOR THE JOB ROLE OF A DELIVERY ASSOCIATE 

In the context of a delivery associate’s role, inspection refers to the systematic 

examination and evaluation of various aspects related to the delivery process. 

This practice ensures safety, efficiency, and compliance with company policies 

and regulations. Inspections are a crucial part of the job, helping to identify 

and address potential issues that could disrupt deliveries or compromise 

safety and quality. 

Types of Inspections for Delivery Associates 

1. Vehicle Inspection: 

a) Delivery associates must check the condition of their vehicles before 

and after each shift. 

b) Key elements include brakes, tires, lights, mirrors, fuel levels, and 

engine performance. 

c) Ensuring the vehicle is roadworthy minimizes the risk of accidents 

or breakdowns during deliveries. 

2. Package Inspection: 

a) Associates must verify the condition of packages before loading and 

during delivery. 

b) Look for signs of damage, leakage (especially for hazardous goods), 

or missing labels. 

c) Ensuring packages are intact and properly labeled maintains quality 

and customer satisfaction. 

3. Route Inspection: 

a) Evaluating the assigned delivery routes for potential hazards or 

obstacles (e.g., road closures, bad weather, or unsafe delivery 

locations). 

b) Planning alternate routes ensures timely and safe deliveries. 

4. Work Environment Inspection: 

a) Checking the safety and accessibility of pick-up and drop-off 

locations. 
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b) Identifying hazards such as poor lighting, slippery surfaces, or 

aggressive animals ensures safe interactions. 

5. Equipment Inspection: 

a) Ensuring delivery tools, such as hand trucks, scanners, or safety 

gear (e.g., gloves, reflective jackets), are in good working condition. 

b) Proper equipment inspection enhances efficiency and safety. 

6. Post-Delivery Inspection: 

a) Ensuring all packages have been delivered as per the schedule and 

no items are left behind in the vehicle. 

b) Checking for any damages to the vehicle or equipment used during 

the delivery process. 

 

Fig. 5.34: Types of Inspection 

Importance of Inspections  

Inspections are an important part of ensuring safety, quality, and progress in 

many areas. inspections help identify problems early and ensure everything 

meets the required standards. They promote accountability and help create a 

safe and healthy environment. Below is the flow chart showing importance of 

inspection. 
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Fig. 5.35: Importance of inspection 

Inspection provides safety assurance, customer satisfaction, operational 

efficiency, regulatory compliances, problem prevention, quality control and 

cost management, details of each are given below. 

 

Safety 
Assurance

• Regular inspections help identify risks that could 
lead to accidents, injuries, or vehicle malfunctions, 

protecting both the associate and others.

Customer 
Satisfaction

• By inspecting packages and ensuring they are 
delivered in good condition, associates uphold the 

company’s reputation and meet customer 
expectations

Operational 
Efficiency

• Early detection of vehicle or equipment issues 
prevents delays and reduces repair costs. 

• Efficient route inspection minimizes time and fuel 
consumption.

Regulatory 
Compliance

• Inspections ensure compliance with local laws and 
company policies, especially when transporting 

hazardous goods or handling sensitive data.

Problem 
Prevention

• Proactive inspections help address minor issues 
before they escalate into significant problems.

Quality 
Control

• Ensures that packages are delivered in good 
condition, enhancing customer satisfaction.

Cost 
Management

• Avoids costly repairs or claims arising from 
negligence or overlooked issues.
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Inspection is a fundamental responsibility for delivery associates. It involves 

meticulous checks of vehicles, packages, routes, and tools to ensure safety, 

efficiency, and customer satisfaction. By conducting thorough inspections at 

various stages, delivery associates can ensure a seamless and secure delivery 

process, benefiting both the organization and its customers. 

 

Fig. 5.36: Benefits of Inspection for Delivery Associates 

Inspections of Cargo Areas for Compliance with Safety Norms 

Inspections are assessments that help to identify potential safety hazards and 

ensure that cargo areas meet established safety standards. They are an 

essential training and preparedness tool for maintaining compliance and 

developing a culture of safety in logistics operations. Below is a guide on 

conducting effective mock inspections of cargo area. 

Key Elements of Cargo Area Inspections for Safety Compliance are shown 

in the following Fig. 5.37, 5.38, 5.39, 5.40, 5.41. 

1. General Safety Compliance 

 

Fig. 5.37: General Safety Measures-Cargo 
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2. Cargo Handling and Storage Safety 

 

Fig. 5.38: Handling and Storage Safety-cargo 

3. Vehicle and Transport Safety 

 

Fig. 5.39: vehicle Safety-Cargo 

4. Compliance with Hazardous Materials Regulations 

 

Fig. 5.40: Hazardous Material Safety-Cargo 
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5. Safety and Regulatory Compliance 

 

Fig. 5.41: Safety and Regulatory Compliance-Cargo 

Benefits of Regular Cargo Area Inspections (Fig. 4.42) 

 

Fig. 5.42: Benefits of Regular Cargo Area Inspections 

STACKING, WALKWAYS, AND FIRE SAFETY  

In the job role of an e-commerce delivery associate, maintaining safety and 

efficiency is crucial to ensuring smooth operations. Among the various safety 

aspects, stacking, walkways, and fire safety are particularly important. 

These factors not only contribute to the associate’s well-being but also ensure 

that the goods are safely delivered and that the working environment is 
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hazard-free. Below are the reasons given why these elements are so essential 

in the daily operations of an e-commerce delivery associate. 

1. Importance of Proper Stacking 

Proper stacking of packages and cargo ensures safety and operational 

efficiency. Delivery partners frequently handle a wide range of products, 

from small shipments to large, heavy objects. The manner items are 

arranged can help to avoid injuries, delays, and damage during transit. 

a) Safety of Workers: Proper stacking keeps packages stable, lowering 

the risk of accidents whereas improper stacking raises the risk of falling 

objects. Heavy or imbalanced weights can shift during transit or 

loading/unloading, resulting in possible injury.  

b) Preservation of Goods: Proper stacking keeps items in good shape. 

Fragile or sensitive things are less likely to be harmed when stored 

securely and carefully. This reduces the number of returns or claims 

for damaged items, which may be time-consuming and expensive.  

c) Efficiency in Loading and Unloading: Proper cargo stacking leads to 

faster loading and unloading processes. It enables delivery associates 

to rapidly identify parcels, decreasing the time spent looking for specific 

items. This increases production, allowing for more delivery in a shorter 

time. 

d) Compliance with Regulations: Safety requirements may apply to 

logistical activities, including standards for stacking items. Proper 

stacking guarantees that the company follows the requirements and 

avoids fines or penalties. 

 

Fig. 5.43: Importance of Proper Stacking 
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2. Importance of Clear Walkways 

Walkways in the workplace (such as warehouses) and during delivery (at 

customer locations) are essential for e-commerce delivery associates to 

stay safe. 

a) Preventing Slips, Trips, and Falls: Clear, unobstructed walkways are 

a must for avoiding accidents like slips, trips, and falls. Delivery 

personnel are frequently on their feet for longer duration of time, and 

crowded paths can cause injuries. Tripping over obstacles or uneven 

surfaces can result in significant injury, especially while handling heavy 

or bulky packages. 

b) Ensuring Fast and Safe Movement: Clear walkways help delivery 

associate move fast and safely, especially in crowded environments like 

warehouses and delivery locations. In cases where time is of the 

essence, such as tight delivery windows, having easy access to 

pathways might save time.  

c) Compliance with Safety Standards: Maintaining clear walkways 

comply with workplace safety rules in several businesses. Failure to 

keep walkways clear may result in safety violations and fines or other 

consequences. It also implies a lack of concern for safety, which can 

harm staff morale. 

d) Customer Experience: Delivery associate must navigate customer 

properties securely and promptly including driveways, doorways, and 

corridors. A messy or badly maintained walkway may create delays. 

 

Fig. 5.44: Clear Walkways 



E-COMMERCE DELIVERY ASSOCIATE              GRADE XI 

201 
 

3. Importance of Fire Safety 

Fire safety is an essential part of any job, including e-commerce delivery 

personnel. Given the possible risks linked with warehouses, delivery 

trucks, and customer locations, following fire safety measures are 

important.  

a) Prevention of Fire Hazards: Delivery associates handle potentially 

hazardous things like chemicals, flammable items, and electrical 

equipment. Ensuring that all fire safety precautions are in place, such 

as fire extinguishers, fire exits, and proper flammable material storage, 

helps to reduce fire hazards and protect personnel. 

b) Emergency Preparedness: Train associates on how to respond to a fire 

emergency. Knowing how to safely evacuate, use fire extinguishers, and 

adhere to emergency procedures can save lives and reduce damage to 

goods and facilities. 

c) Reducing Losses: Fires can cause severe damage to commodities, 

vehicles, and infrastructure. Proper fire safety precautions, such as 

assuring safe storage of items and maintaining fire suppression 

equipment, safeguard the company's assets and prevent financial loss. 

d) Legal Compliance: Workplace fire safety requirements are strict in 

many countries. Noncompliance with fire safety rules can have serious 

legal and financial implications. Ensuring fire safety in the workplace 

and throughout delivery operations reduces the possibility of breaking 

fire safety regulations. 

 

Fig. 5.45: Fire Safety 

In the role of an e-commerce delivery associate, stacking, walkways, and fire 

safety are essential components of the entire safety routine that protects staff, 

goods, and customers. Proper stacking reduces injuries and product damage, 
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while clear passageways reduce the chance of accidents and increase 

efficiency, and fire safety precautions protect everyone from potential dangers. 

Maintaining high standards in these areas allows delivery workers to perform 

their jobs safely and effectively, resulting in a smooth and good experience for 

both customers and the organization. 

PRACTICAL EXERCISES 

Activity 1: Understand inspection process students has to perform vehicle 

and package inspection drill. 

Material required: Notebook, Paper, Pen, Pencil, and rubber 

Procedure:  

1. Divide participants into small groups. 

2. Assign each group a delivery vehicle (or a model setup) and a set of 

packages. 

3. Each group must perform a vehicle inspection, checking brakes, tires, 

lights, mirrors, fuel levels, and engine performance. 

4. Simulate a package inspection by examining provided packages for 

damage, leakage, or missing labels. 

5. Groups present their findings and discuss the importance of identifying 

and resolving issues. 

6. Teacher will evaluate the thoroughness and accuracy of the inspections. 

Activity 2: Identify and plan for potential hazards on delivery routes - Route 

Hazard Simulation. 

Material required: City road Map and Notebook, Paper, Pen, Pencil, and 

rubber 

Procedure:  

1. Divide class students in the groups. 

2. Provide participants with a map or mock delivery routes containing 

simulated hazards (e.g., road closures, bad weather, or unsafe delivery 

locations). 

3. Groups must identify hazards on the routes and propose alternate 

paths to ensure timely and safe deliveries. 

4. Teacher need to ask (can discuss to motivate) how they would 

communicate delays or changes to the logistics team or customers. 

5. Each group presents their solutions, and facilitators provide feedback 

on hazard identification and problem-solving. 
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Activity 3: Importance of proper stacking, clear walkways, and fire safety 

procedures -Stacking, Walkways, and Fire Safety Simulation. 

Material required: City road Map and Notebook, Paper, Pen, Pencil, and 

rubber 

Procedure:  

1. Teacher need to create three stations with the help of students: 

a) Stacking Station: students, stack packages following guidelines for 

safety and efficiency 

b) Walkway Station: Simulate obstructed and clear pathways for 

participants to navigate safely while carrying packages 

c) Fire Safety Station: Provide a demo on fire extinguisher use and 

evacuation procedures 

2. Rotate participants through the stations, where they must: Stack items 

securely and efficiently. 

3. Navigate a cluttered walkway and identify obstacles. 

4. Practice fire safety protocols, including identifying fire hazards and 

demonstrating evacuation steps. 

5. Teacher will observe and provide feedback on students’ performance at 

each station. 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. Delivery associates perform _____________ to ensure the vehicle is 

roadworthy. 

2. _______________ help identify potential safety hazards. 

3. Damaged packages are identified during _________________________. 

4. Training associates in _______________ can save lives in emergencies. 

5. ___________________ improves when packages are delivered in good 

condition. 

B. Multiple Choice Questions  

1. What is the primary purpose of vehicle inspections for delivery 

associates? 

a) To enhance customer experience 

b) To ensure the vehicle is roadworthy 

c) To increase delivery speed 
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d) To track fuel consumption 

2. Which type of inspection involves checking for road closures and 

weather conditions? 

a) Vehicle inspection 

b) Route inspection 

c) Package inspection 

d) Equipment inspection 

3. Why is proper stacking important? 

a) To maximize delivery time 

b) To improve customer satisfaction 

c) To prevent accidents and damage 

d) To comply with tax regulations 

4. What is the first step in handling a fire emergency during delivery? 

a) Evacuate the area 

b) Use a fire extinguisher 

c) Call the supervisor 

d) Secure the packages 

5. What ensures compliance with hazardous materials regulations? 

a) Regular route inspections 

b) Checking cargo areas for safety compliance 

c) Wearing reflective jackets 

d) Customer feedback surveys 

C. State whether the following statements are True or False  

1. Inspections help prevent costly repairs and delays.  

2. Package inspections are performed only during delivery.  

3. Fire safety compliance is optional for e-commerce delivery 

associates.  

4. Proper stacking reduces risks of injury during transit.  

5. Route inspections involve evaluating vehicle maintenance.  
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D. Match the Following 

 Column A  Column B 

1 Vehicle Inspection A Ensures roadworthiness 

2 
Package 
Inspection 

B Identifies damaged packages 

3 Route Inspection C 
Evaluates hazards like road 
closures 

4 
Equipment 
Inspection 

D Checks functionality of safety gear 

5 Fire Safety E 
Includes fire extinguishers and 
exits 

E. Short Answer Questions 

1. What do you mean by inspection? 

2. List down the benefits of inspection. 

3. State the importance of inspection. 

4. Draw figure for general safety measures-cargo. 

F. Long Answer Questions  

1. Describe the importance of fire safety with example. 

2. Explain types of inspection and discuss inspections of Cargo Areas 

for compliance with safety norms. 

G. Check Your Performance 

1. Demonstrate how would conduct pre-delivery inspection of goods 

and compliance with safety also. Also document requirement before 

dispatch. 
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SESSION 4: IMPLEMENTING 5S AND REPORTING 

VIOLATIONS 

5S METHODOLOGY 

The 5S methodology is a systematic approach to workplace organization and 

standardization. The 5S method is a simple way to keep workplaces neat, safe, 

and organized. It started in Japan and is often used in factories and offices to 

make work easier, faster, and safer. The name “5S” comes from five Japanese 

words, each describing a step in the process: 

1. Seiri (Sort): Separate what you need from what you don’t. Get rid of 

unnecessary things. Eliminate items that are not needed for the job. This 

step helps reduce clutter, making it easier to locate tools, supplies, and 

items that are essential for the task at hand. 

Application: In a delivery environment, this might involve removing excess 

or obsolete items from work areas, vehicles, or warehouses to ensure that 

only the necessary equipment and materials are present. 

2. Seiton (Set in Order): Put everything in its proper place so you can find it 

quickly. This reduces time wasted looking for items, ensuring save time 

and avoids confusion. 

Application: Items should be placed in designated spots, with labels or clear 

markings indicating where they belong. For example, tools in a warehouse 

should be neatly organized in drawers or storage areas, with clear labeling 

for easy identification. 

3. Seiso (Shine): Clean your space regularly to keep it neat and safe. A clean 

area is healthier, safer, and more pleasant to work in 

Application: Regular cleaning of work areas, vehicles, equipment, and 

delivery tools is necessary. This may include cleaning the delivery vehicle 

daily or ensuring that warehouses are kept free of dust or spills. 

4. Seiketsu (Standardize): Create routines to keep everything organized and 

clean. Makes it easier to stay consistent and maintain order 

Application: Create checklists, workflows, or signage to guide employees in 

maintaining order and cleanliness. Standard operating procedures (SOPs) 

should be in place for organizing items and cleaning routines. 

5. Shitsuke (Sustain): Make it a habit to follow the 5S steps every day. It 

helps maintain a clean, safe, and efficient space in the long run. 

Application: Encourage employees to take ownership of their work 

environment, ensuring that sorting, organizing, cleaning, and 

standardizing practices become habits. Regular audits or reviews can help 

maintain the discipline required. 
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By using the 5S method, one can stay organized, work more efficiently, and 

keep organisation space clean and safe.  

 

Fig. 5.46: Achieving an Organized Workplace Through 5S 

DATA SAFETY: PROTECTING INFORMATION IN THE DIGITAL WORLD 

In today's world, keeping data safe is very important, especially for companies 

that handle customer information. If data safety rules are broken, it can cause 

big problems, like losing trust, facing legal trouble, or losing money. Below 

are some examples of mistakes that can lead to security violations and how 

to prevent them: 

1. Unauthorized Access to Sensitive Data 

What it is: Letting people who aren’t supposed to see important 

information (like customer names, addresses, or payment details) access 

it. 

Why it is a problem: This can lead to identity theft, fraud, or data 

breaches. 

How to prevent it: Use strong passwords, secure logins, and make sure 

only the right people have access to sensitive information. 

2. Not Encrypting Data 

What it is: Failing to protect data when it’s being stored or sent online. 

Why it is a problem: Hackers could steal this information and use it for 

bad purposes like stealing money or identities. 
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How to prevent it: Use encryption to scramble the data so only authorized 

people can read it. 

3. Keeping Data Too Long 

What it is: Storing customer or company data longer than necessary. 

Why it is a problem: The longer data is kept, the greater the chance of it 

being exposed or stolen. 

How to prevent it: Follow rules about how long to keep data and delete it 

securely when it’s no longer needed. 

4. Not Disposing of Data Properly 

What it is: Throwing away old computers or files without securely deleting 

the data on them. 

Why it is a problem: Hackers can recover the data and misuse it. 

How to prevent it: Use special tools to erase data permanently or destroy 

storage devices physically. 

5. Insecure Communication Channels 

What it is: Sending sensitive information over unsafe networks or emails 

without protection. 

Why it is a problem: Hackers can intercept and steal the information. 

How to prevent it: Use secure systems like HTTPS for websites and 

encrypted emails for communication. 

6. Lack of Training for Employees 

What it is: Employees not knowing how to handle data safely or avoid 

cyber risks. 

Why it is a problem: They might make mistakes like clicking on scam 

emails or sharing passwords. 

How to prevent it: Teach employees about data safety, spotting scams, 

and using security best practices. 

7. Weak Security for Remote Work 

What it is: Letting employees work on sensitive tasks from unsafe devices 

or public Wi-Fi. 

Why it is a problem: Hackers can use these weak spots to access 

important data. 

How to prevent it: Require secure networks (like VPNs), strong 

passwords, and company-approved devices for remote work. 
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REPORTING VIOLATIONS AND SECURITY BREACHES IN THE JOB OF AN 

E-COMMERCE DELIVERY ASSOCIATE 

An e-commerce delivery associate has job to deliver items safely and with 

responsibly. Part of this job includes reporting violations and security 

breaches. 

Reporting Violations and Security Breaches means you need to watch out 

for and report any problems or mistakes that might affect safety, security, or 

how the company works. These problems could include: 

1. Safety concerns: Like unsafe working conditions or damaged 

equipment. 

2. Data issues: Like mishandling customer information or noticing 

someone accessing sensitive data without permission. 

Reporting these issues is very important because it: 

1. Keeps everyone safe: Following safety rules protects you, your 

coworkers, and customers. 

2. Protects information: It helps keep private customer data secure and 

prevents misuse. 

3. Maintains trust: By fixing problems quickly, the company shows it 

cares about safety and responsibility. 

If any one notices a problem: 

1. Write down what happened, including details like the time and place. 

2. Inform your supervisor or the right person in charge immediately. 

3. Follow the company’s reporting rules to ensure the issue is handled 

properly. 

 

Fig. 5.47: Reporting Violation and Security Breaches 
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As an e-commerce delivery associate, part of the responsibility is to identify 

and report problems that can affect safety, security, and company rules. 

Below is the simple explanation of the different types of violations and 

breaches you should report: 

1. Safety Violations: These are situations or actions that could cause 

accidents or injuries. 

Examples: 

 Handling dangerous materials incorrectly. 

 Driving unsafely (e.g., speeding, not wearing a seatbelt). 

 Blocked walkways or unsecured items in the delivery vehicle. 

 Unsafe ways of loading or unloading items. 

Importance: Reporting safety problems helps prevent accidents, keeps 

people safe, and protects the items being delivered. 

2. Security Breaches: These are situations where private customer 

information or valuable goods might be at risk. 

Examples: 

 A suspicious person trying to access your delivery vehicle or area. 

 A package that has been tampered or opened. 

 Loss or theft of sensitive customer information or products. 

 Problems with the systems used to track or manage deliveries (e.g., 

unsecured apps or databases). 

Importance: Reporting security breaches quickly helps stop further 

problems, protects customer trust, and avoids financial or legal issues. 

3. Policy Violations: These happen when company rules are not followed. 

Examples: 

 Being rude or unprofessional with customers. 

 Not handling packages properly, especially fragile or valuable ones. 

 Skipping steps like updating the tracking system or delivering on 

time. 

Importance: Reporting policy violations helps the delivery process run 

smoothly, keeps customers happy, and ensures everyone follows the rules. 

4. Environmental Violations: These are problems that could harm people 

or the environment. 

Examples: 
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 Throwing away hazardous materials improperly. 

 Delivery trucks or locations with issues like leaks or unsafe 

conditions. 

 Not following recycling or waste disposal rules. 

Importance: Reporting these problems protects the environment, 

ensures safety, and avoids penalties for breaking environmental rules. 

Importance of Data Safety Regulations and Procedures  

In the job of an e-commerce delivery associate, keeping customer and 

company information safe is a big responsibility. E-commerce companies 

collect private information like names, addresses, phone numbers, and 

payment details. Delivery associates handle this data as part of their job, so 

it’s important to follow data safety rules to keep this information secure. Below 

are the rules: 

1. Protecting Customer Privacy: Keeping customer information private 

shows respect and builds trust. 

2. Following Laws and Rules: Data safety laws exist to protect people 

personal information. Following these rules helps the company avoid 

legal trouble. 

3. Preventing Data Breaches: Hackers can try to steal customer data. By 

following safety procedures, it helps to stop these attacks. 

4. Maintaining Accurate Company Data: Keeping data secure ensures 

that the company’s records are correct and reliable. 

5. Avoiding Financial and Reputation Damage: Losing customer data 

can hurt the company’s reputation and cost a lot of money in fines or 

lawsuits. 

6. Protecting Payment Information: Customer payment details need to 

be handled carefully to prevent fraud or theft. 

7. Building Customer Trust: When customers know their information is 

safe, they feel confident ordering from the company again. 
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Fig. 5.48: Data Safety in E-commerce 

ESCALATION MATRIX 

An escalation matrix is a step-by-step guide that helps organizations solve 

problems by making sure the right people handle them. It shows who should 

be contacted when an issue comes up, depending on how serious or 

complicated the problem is. 

It works like a ladder: 

1. Small problems can be handled by the first person in line, like a team 

leader or customer service representative. 

2. If the problem is too big or not solved quickly, it is “escalated” (passed 

up) to someone with more authority, like a manager. 

3. For major issues, it might go even higher, to a director or senior leader. 

This system ensures that problems are solved efficiently and by the right 

person. It keeps things organized and helps the team work together smoothly 

to fix issues 

How the Escalation Matrix Works: An escalation matrix works in steps to 

solve problems? Each step involves a different level of responsibility based on 
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how serious or difficult the issue is. This step-by-step system makes sure 

every problem is solved by the right person at the right time 

Level 1-Initial Contact: This is where the problem begins. For example, if a 

customer has an issue, they first contact someone like a customer service 

representative or delivery associate. 

 What do they do?  

If it is a simple problem (like answering a basic question), the person at 

this level tries to fix it directly. 

Level 2- Intermediate Support: If the problem isn’t solved at Level 1, it is 

passed on to someone with more experience, like a team leader or supervisor. 

 What do they do?  

This person looks into the problem more deeply. They might investigate 

further or use more advanced solutions. 

Level 3-Management or Expert: If the issue is still unresolved, it goes to a 

manager or an expert. This is the highest level of escalation. 

 What do they do? 

They have the authority to make big decisions, like issuing refunds, 

changing policies, or involving other departments to fix the issue 

permanently. 

 

Fig. 5.49: Escalation matrix 

Importance of Escalation Matrix 

An escalation matrix is very important because it helps solve problems quickly 

and efficiently. Also helps companies work smarter, keep customers satisfied, 

and solve problems effectively. 
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1. Efficiency: It makes sure the right people handle the right problems. 

This saves time and avoids delays or confusion. 

2. Clear Responsibilities: Everyone knows what their job is and when to 

pass the problem to someone else. This keeps the process organized 

and smooth. 

3. Better Problem Solving: When problems are passed to higher levels, 

more experienced people can step in to find solutions that lower-level 

staff might not be able to handle. 

4. Customer Satisfaction: A proper escalation process means problems 

are solved faster and better, making customers happier. It ensures no 

issue is left unresolved. 

 

Fig. 5.50: Benefits of Escalation 

Example in an E-commerce Company: 

 Level 1: A customer contacts a delivery associate because they received 

the wrong product. 

 Level 2: The delivery associate reports the issue to a supervisor or 

customer service representative, who can offer a replacement or refund. 

 Level 3: If the issue involves a larger system failure (like a mistake in 

inventory management or system error), it may need to be escalated to 

a manager or a higher department for resolution. 

PRACTICAL EXERCISES 

Activity 1: Match the 5S Steps to Their Descriptions. 

Material Required: Pen, Pencil, Notebook 

Procedure:  

1. Students need to match each 5S step with its correct description from 
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the options below. 

2. Students need to perform the activity within the given time limit. 

3. Student who will do this in minimum time will win the game. 

i. Seiri (Sort) 

ii. Seiton (Set in Order) 

iii. Seiso (Shine) 

iv. Seiketsu (Standardize) 

v. Shitsuke (Sustain) 

Options: 

a) Put everything in its proper place to save time and avoid confusion. 

b) Create habits to follow the 5S steps every day for long-term efficiency. 

c) Regularly clean your workspace to keep it neat and safe. 

d) Separate what you need from what you don’t to reduce clutter. 

e) Develop routines or workflows to maintain organization and 

cleanliness. 

Activity 2: Data Safety Scenario Role play. 

Material Required: Pen, Pencil, Notebook 

Procedure:  

1. Work in pairs whereas one person plays the role of an e-commerce 

delivery associate, and the other plays the role of a supervisor. 

2. The associate describes a situation where a data safety violation 

occurred (e.g., a customer’s payment information is left visible). 

3. The supervisor provides the correct steps to handle the situation, 

referencing the rules for data safety (e.g., encrypting data, disposing of 

it properly, or using secure communication). 

4. Post activity all students need to write why following the data safety 

regulations is important for maintaining trust and preventing breaches. 

Activity 3: Create an Escalation Flow Chart. 

Material Required: Pen, Pencil, Notebook, Chart Paper, Color Pens 

Procedure: 

1. Divide the participants into small groups. 

2. Ask each group to create a flowchart for an issue, starting from Level 1 

to Level 3, using an example such as: 
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Level 1: A customer receives a damaged product. 

Level 2: The issue is escalated to a supervisor for resolution. 

Level 3: If unresolved, it moves to the manager for further action. 

3. Ask students to give note of their perspective on what actions should 

be taken at each level. 

4. Also write how does an escalation matrix improve efficiency and 

customer satisfaction? 

CHECK YOUR PROGRESS 

A. Fill in the Blanks 

1. The 5S methodology originates from___________. 

2. The step “Seiton” in 5S emphasizes placing items in there____________. 

3. A key method to ensure data safety is using__________ for sensitive 

information. 

4. The final step in the 5S methodology is ___________________ 

5. Data breaches can result in ______________ and legal consequences. 

B. Multiple Choice Questions  

1. What is the primary goal of the 5S methodology? 

a) Improve sales performance 

b) Organize and standardize the workplace 

c) Train employees on customer service 

d) Develop marketing strategies 

2. What does “Seiri” (Sort) focus on? 

a) Cleaning the workspace 

b) Removing unnecessary items 

c) Standardizing tasks 

d) Sustaining improvements 

3. Which step in the 5S methodology involves creating routines for 

consistency? 

a) Seiri 

b) Seiton 

c) Seiketsu 

d) Shitsuke 
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4. What is one way to prevent unauthorized access to sensitive data? 

a) Using strong passwords 

b) Avoiding cleaning workspaces 

c) Ignoring encryption protocols 

d) Keeping files accessible to all 

5. What is the first step in the escalation matrix? 

a) Reporting to a senior manager 

b) Contacting a supervisor 

c) Initial contact by the customer 

d) Investigating further 

C. State whether the following statements are True or False  

1. The 5S methodology focuses on customer training.  

2. Encryption is a method to protect data from unauthorized access. 

3. “Seiri” involves creating routines to maintain order.  

4. Reporting security breaches quickly protects customer trust.  

5. Weak security for remote work can lead to data breaches.  

D. Match the following 

 Column A  Column B 

1 Seiri (Sort) A Remove unnecessary items 

2 Seiketsu (Standardize) B Create consistent routines 

3 Escalation Matrix C Resolve problems efficiently 

4 Data Breach D 
Unauthorized access to sensitive 

information 

5 Shine E Clean regularly to maintain safety 

E. Short Answer Questions 

1. What does the term “5S” in the 5S methodology stand for? 

2. What is the purpose of the “Seiton”step in the 5S methodology? 

3. Name two ways to prevent unauthorized access to sensitive data. 

4. What is the primary purpose of an escalation matrix? 

5. Why is reporting safety and security breaches important for an e-
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commerce delivery associate? 

F. Long Answer Questions 

1. Explain the 5S methodology and its significance in workplace 

organization. Provide examples of its application in a delivery 

environment. 

2. Discuss common data safety mistakes and the steps to prevent 

them. Why is data safety crucial for e-commerce delivery associates? 

3. Explain the escalation matrix process. How does it ensure efficiency 

and customer satisfaction in problem resolution? 

4. How does following data safety regulations build customer trust and 

protect an e-commerce company from legal and financial risks? 

G. Check Your Performance 

1. Describe the role of an e-commerce delivery associate in identifying 

and reporting violations. Provide examples of safety, security, policy, 

and environmental violations they might encounter. 
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ANSWER KEY 

MODULE 1:  INTRODUCTION TO E-COMMERCE DELIVERY ASSOCIATE 

SESSION 1: E-COMMERCE AND TRADITIONAL RETAIL DELIVERY  

A. Fill in the blank 

1. E-commerce  

2. Business-to-Business (B2B) 

3. Convenience 

4. Nykaa 

5. e-commerce 

B. Multiple Choice Questions 

1. c) B2B 

2. c) Wider market reach 

3. c) Nykaa 

4. a) Omnichannel integration 

5. c) C2C 

C. State Whether the following Statements are True or False 

1. True 

2. False 

3. True 

4. False 

5. True 

D. Match the column 

1. D 

2. C 

3. A 

4. B 

5. E 

SESSION 2: ROLE AND RESPONSIBILITIES  

A. Fill in the Blanks 

1. Link 

2. Route 
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3. Traffic 

4. Navigation 

5. Care 

B. Multiple Choice Questions 

1. a) Transporting goods to customers 

2. c) Waze or Google Maps 

3. b) Understanding and addressing customer concerns 

4. c) Reporting delivery issues to the logistics team 

5. d) Timely deliveries 

C. State whether the following statements are True or False 

1. False 

2. True 

3. False 

4. True 

5. False 

D. Match the followings 

1. B 

2. D 

3. C 

4. A 

5. E 

SESSION 3: SUPPLY CHAIN AND LOGISTICS FUNDAMENTALS 

A. Fill in the Blanks 

1. Transportation 

2. Last-mile 

3. Risk management 

4. Procurement 

5. Feedback 

B. Multiple Choice Questions 

1. b) Managing transportation and warehousing 

2. c) Manufacturers 
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3. a) Transporting goods to customers’ doorsteps 

4. d) GPS-enabled devices 

5. b) By ensuring timely delivery of quality products 

C. State whether the following statements are True or False 

1. True 

2. False 

3. False 

4. True 

5. True 

D. Match the followings 

1. B 

2. A 

3. C 

4. D 

5. E 

SESSION 4: CUSTOMER SATISFACTION IN E-COMMERCE  

A. Fill in the Blanks 

1. Real-time tracking 

2. Order accuracy 

3. CRM (Customer Relationship Management) 

4. Sustainable practices 

5. Order accuracy rate 

B. Multiple Choice Questions 

1. c) Proper packaging to avoid damage 

2. b) Utilization rate 

3. a) Active listening 

4. c) Net Promoter Score (NPS) 

5. b) Proactive updates about the delay 

C. State whether the following statements are True or False 

1. True 

2. False 
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3. True 

4. False 

5. False 

D. Match the followings 

1. D 

2. E 

3. C 

4. A 

5. B 

MODULE 2: HANDLING AND SORTING OF SHIPMENTS 

SESSION 1: SHIPMENTS AND ITS TYPES 

A. Fill in the Blanks 

1. Fulfillment process 

2. Manual inventory counting 

3. Shipping schedules 

4. Shipping labels 

5. Barcodes 

B. Multiple Choice Questions 

1. d) All of the above 

2. c) Data Scanners 

3. d) Fragile Shipments 

4. b) Barcodes 

5. d) All of the above 

C. State whether the following statements are True or False 

1. True 

2. True 

3. False 

4. True 

5. True 

D. Match the followings 

1. C 
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2. A 

3. E 

4. B 

5. D 

SESSION 2: SORTING PROCEDURES  

A. Fill in the Blanks 

1. Sorting systems 

2. Barcode scanner 

3. Conveyor belts 

4. Time-sensitive orders 

5. RFID systems 

B. Multiple Choice Questions 

1. d) All of the above 

2. b) Chutes and Slides 

3. d) Sorting conveyor 

4. a) RFID 

5. a) Barcode scanners 

C. State whether the following statements are True or False 

1. True 

2. False 

3. True 

4. True 

5. False 

D. Match the followings 

1. E 

2. A 

3. B 

4. C 

5. D 

SESSION 3: TRACKING SYSTEMS 

A. Fill in the Blanks 
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1. Handheld scanner 

2. Sealed bags 

3. Automated sorting system 

4. GPS 

5. Tracking systems 

B. Multiple Choice Questions 

1. b) GPS 

2. d) All of the above 

3. a) Barcode or QR code 

4. b) Global Navigation Satellite 

5. b) Real time updates 

C. State whether the following statements are True or False 

1. True 

2. False 

3. True 

4. True 

5. True 

D. Match the followings 

1. E 

2. A 

3. B 

4. C 

5. D 

SESSION 4: BEST PRACTICES FOR HANDLING SHIPMENTS 

A. Fill in the Blanks 

1. Identifying 

2. remove obstacles 

3. Proper packaging 

4. fragile 

5. Shipping labels 
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B. Multiple Choice Questions 

1. a) Perishable items 

2. c) Fragile items 

3. d) All of the above 

4. a) Environmental considerations 

5. b) Geography 

C. State whether the following statements are True or False 

1. False 

2. True 

3. True 

4. False 

5. True 

D. Match the followings 

1. E 

2. D 

3. A 

4. B 

5. C 

MODULE 3: HANDOVER AND REPORTING DELIVERIES ISSUES 

SESSION 1: HANDOVER PROCESS 

A. Fill in the Blanks 

1. Handover process 

2. reports 

3. Undelivered shipments 

4. handing over 

5. incomplete deliveries 

B. Multiple Choice Questions 

1. a) Smooth resolution process 

2. d) All of the above 

3. d) All of the above 

4. d) All of the above 
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5. a) Cash-On-Delivery (COD) 

C. State whether the following statements are True or False 

1. True 

2. True 

3. True 

4. False 

5. False 

D. Match the followings 

1. A 

2. B 

3. E 

4. C 

5. D 

SESSION 2: COMPANY RECEIPTS 

A. Fill in the Blanks 

1. Company receipts 

2. transparency & accountability 

3. legal compliance 

4. Company receipts 

5. Cash-On-Delivery (COD) transactions 

B. Multiple Choice Questions 

1. d) All of the above 

2. a) Handover of Cash to Cashier 

3. a) Digital Acknowledgement 

4. c) Both a & b 

5. d) All of the Above 

C. State whether the following statements are True or False 

1. True 

2. True 

3. True 

4. True 
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5. True 

D. Match the followings 

1. E 

2. A 

3. D 

4. C 

5. B 

SESSION 3: REPORTING 

A. Fill in the Blanks 

1. Vehicle condition 

2. Telematics systems 

3. Preventive maintenance 

4. Delivery reporting 

5. GPS tracking 

B. Multiple Choice Questions 

1. a) Shots Reporting delays 

2. d) None of the above 

3. c) Both a) and b) 

4. c) Evidence 

5. b) Purchasing new vehicle 

C. State Whether the following Statements are True or False 

1. True 

2. True 

3. False 

4. True 

5. False 

D. Match the Columns 

1. E 

2. D 

3. A 

4. B 
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5. C 

SESSION 4: DOCUMENTATION AND RETURNING POLICY 

A. Fill in the Blanks 

1. Delivery associates 

2. Incident reports 

3. Reimbursement forms 

4. Proper documentation 

5. Undelivered shipments 

B. Multiple Choice Questions 

1. d) All of the above 

2. d) All the above 

3. c) Both a) and b) 

4. d) All of the above 

5. a) Reimbursement process 

C. State Whether the following Statements are True or False 

1. False 

2. True 

3. True 

4. True 

5. True 

D. Match the Columns 

1. D 

2. C 

3. A 

4. E 

5. B 

MODULE 4: INTEGRITY AND ETHICS IN OPERATIONS 

SESSION 1: INTRODUCTION TO INTEGRITY AND ETHICS  

A. Fill in the Blanks 

1. trust 

2. people 
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3. information 

4. loss 

5. ethically 

B. Multiple Choice Questions 

1. b) Consistency of actions, values, and principles 

2. b) Moral principles guiding business practices 

3. b) Transparent pricing 

4. b) Loss of goodwill 

5. b) Ensuring safe working conditions 

C. State Whether the following Statements are True or False 

1. False 

2. False 

3. True 

4. False 

5. True 

D. Match the followings 

1. E 

2. B 

3. C 

4. D 

5. A 

SESSION 2: INFORMATION AND DATA SECURITY  

A. Fill in the Blanks 

1. name, address, contact 

2. Data security 

3. encryption 

4. delete 

5. Multi-factor authentication 

B. Multiple Choice Questions 

1. a) Browser history 

2. a) Multi-Factor Authentication 
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3. b) Firewall 

4. b) Legal penalties may arise 

5. a) GDPR 

C. State Whether the following Statements are True or False 

1. False 

2. False 

3. True 

4. False 

5. False 

D. Match the followings 

1. B 

2. C 

3. A 

4. D 

5. E 

SESSION 3: ETHICS IN DECISION-MAKING AND COMPLIANCE  

A. Fill in the Blanks 

1. values, morals, principles 

2. Personal Protective Equipment 

3. hazard 

4. ethical 

5. guidelines 

B. Multiple Choice Questions 

1. a) Helmet 

2. b) Regret and loss of reputation 

3. c) Can easily catch fire 

4. b) Protect feet from heavy or sharp items 

5. c) Wearing appropriate PPE 

C. State Whether the following Statements are True or False 

1. True 

2. False 
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3. False 

4. True 

5. False 

D. Match the followings 

1. A 

2. B 

3. C 

4. D 

5. E 

SESSION 4: CODE OF CONDUCT 

A. Fill in the Blanks 

1. trust 

2. clean 

3. honesty 

4. safe 

5. teamwork 

B. Multiple Choice Questions 

1. b) Being punctual and reliable 

2. c) Clean and well-maintained uniform 

3. c) Document the details 

4. a) Apologize sincerely 

5. c) Sharing accurate updates 

C. State Whether the following Statements are True or False True 

1. False 

2. True 

3. False 

4. True 

D. Match the followings 

1. A 

2. B 

3. C 
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4. D 

5. E 

MODULE 5: HEALTH, SAFETY, AND SECURITY NORMS 

SESSION 1: HEALTH, SAFETY, AND SECURITY PROCEDURES 

A. Fill in the Blanks 

1. helmet 

2. Personal 

3. reflective 

4. Safety 

5. information 

B. Multiple Choice Questions 

1. b) Lifting heavy packages correctly 

2. c) To reduce exposure to job hazards 

3. b) Keeping a safe distance from other vehicles 

4. c) Reflective vests or jackets 

5. a) To secure customer information 

C. State Whether the following Statements are True or False 

1. False 

2. True 

3. True 

4. True 

5. False 

D. Match the Following 

1. B 

2. C 

3. A 

4. D 

5. E 

SESSION 2: HANDLING HAZARDOUS GOODS AND EMERGENCY 

PROTOCOLS 

A. Fill in the Blanks 

1. personal 
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2. environment 

3. placards 

4. unsafe 

5. packaging 

B. Multiple Choice Questions 

1. b) To provide details on hazardous materials 

2. a) Gloves, goggles, protective clothing 

3. b) Psychological 

4. b) Understand classification 

5. b) Evacuate and use the appropriate fire extinguisher 

C. State Whether the following Statements are True or False 

1. True 

2. False 

3. True 

4. False 

5. True 

D. Match the Following 

1. A 

2. B 

3. C 

4. D 

5. E 

SESSION 3: INSPECTION AND COMPLIANCE IN OPERATIONS 

A. Fill in the Blanks 

1. Vehicle Inspections 

2. Safety Audits 

3. Package Inspection 

4. Emergency Response 

5. Customer Satisfaction 

B. Multiple Choice Questions 

1. b) To ensure the vehicle is roadworthy 
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2. b) Route inspection 

3. c) To prevent accidents and damage 

4. a) Evacuate the area 

5. b) Checking cargo areas for safety compliance 

C. C. State Whether the following Statements are True or False 

1. True 

2. False 

3. False 

4. True 

5. False 

D. Match the Following 

1. A 

2. B 

3. C 

4. D 

5. E 

SESSION 4: IMPLEMENTING 5S AND REPORTING VIOLATIONS 

A. Fill in the Blanks 

1. Japan 

2. proper place 

3. encryption 

4. Shitsuke (Sustain) 

5. financial losses 

B. Multiple Choice Questions 

1. b) Organize and standardize the workplace 

2. b) Removing unnecessary items 

3. d) Shitsuke 

4. a) Using strong passwords 

5. b) Contacting a supervisor 

C. State Whether the following Statements are True or False 

1. False 
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2. True 

3. False 

4. True 

5. True 

D. Match the Following 

1. A  

2. B  

3. C  

4. D  

5. E  
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GLOSSARY 

5S: A workplace organization method focusing on cleanliness, efficiency, 

and continuous improvement. 

Code of Conduct: A documented set of rules outlining appropriate 

behaviors in the workplace. 

Company Receipt: A formal acknowledgment issued by a company to 

confirm the delivery or return of a product. 

Compliance: Ensuring adherence to legal regulations and company 

policies. 

Cross-Docking: A logistical practice where incoming goods are directly 

transferred to outbound trucks without storage. 

Customer Feedback: Insights provided by customers regarding their 

experience with products or services. 

Customer Satisfaction: The degree to which customers are happy with a 

product or service, determined by factors like timely delivery and product 

quality. 

Data Security: Strategies to protect digital information from theft, 

corruption, or unauthorized access. 

Decision-Making: Evaluating options and selecting actions aligned with 

ethical and organizational objectives. 

Delivery Associate: A trained individual responsible for ensuring packages 

are delivered to customers on time and in proper condition. 

Delivery Routes: Optimized paths designed to ensure timely delivery. 

Dynamic Routing: Adjusting delivery routes based on traffic, weather, or 

other real-time conditions. 

E-Commerce: The digital platform enabling buying and selling of products 

or services via the internet. 

Emergency Protocols: Pre-defined actions to manage situations like fires, 

spills, or accidents. 

Ethics: The framework of moral guidelines that govern behavior within an 

organization. 

First-Mile Logistics: Initial transportation from the seller’s location to a 

warehouse or hub. 

Freight: Goods transported over long distances via various modes like air 

or sea. 
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Fulfillment Center: A hub where orders are processed, packed, and 

shipped to customers. 

Geo-Tracking: Using GPS technology to monitor the location of shipments 

or delivery personnel. 

Handover Process: A systematic procedure for transferring goods to the 

customer or another delivery stage. 

Hazardous Goods: Items classified as dangerous due to their chemical, 

biological, or physical properties. 

Health Norms: Workplace standards that promote physical and mental 

well-being. 

Inspection: Regular evaluations of operations, facilities, and goods to 

maintain quality and compliance. 

Integrity: Upholding honesty and strong moral principles in professional 

duties. 

Last-Mile Delivery: The final stage in the supply chain where goods reach 

the customer. 

Logistics: The management of transportation, warehousing, and delivery 

to ensure timely and efficient movement of goods. 

Packaging Standards: Guidelines for ensuring products are securely 

packed to prevent damage during transit. 

Proof of Delivery (POD): A document or digital signature confirming receipt 

of goods by the customer. 

Real-Time Updates: Continuous status information on shipments and 

operations. 

Reporting: The documentation of delivery metrics or issues encountered 

during operations. 

Return Policy: A set of rules established by companies to handle returns 

of products, including time limits and conditions. 

Reverse Logistics: Processes involved in returning goods from the 

customer to the seller. 

Safety Procedures: Protocols designed to minimize the risk of accidents or 

injuries. 

Security Norms: Guidelines to safeguard employees, assets, and 

information. 

Service Level Agreement (SLA): A formal agreement outlining service 

expectations and penalties for non-compliance. 
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Shipment: A load of goods transported via truck, ship, air, or rail. 

Sorting: Organizing shipments based on delivery routes, priorities, or 

types of goods. 

Supply Chain: A network of organizations, people, resources, and 

processes involved in creating and delivering products to customers. 

Tracking System: A tool to monitor a shipment’s location and status in 

real-time. 

Violation Reporting: The act of identifying and documenting breaches of 

rules or standards. 
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SHORT TERMINOLOGY 

5S: Lean methodology for workspace efficiency 

AI: Technology used for optimizing logistics operations 

API: Software tool that connects different technologies in logistics 

B2B: Transactions between businesses 

B2C: Direct sales from businesses to end-users 

COD: A payment option where customers pay upon receiving goods 

CRM: Tools for managing customer relationships effectively 

CSR: Customer support representative resolving queries or complaints 

DC: Facility for consolidating goods before distribution 

ERP: Integrated systems for managing business operations 

ETA: Predicted delivery time to the customer’s location 

FCL: A shipment that occupies an entire container 

FIFO: Inventory method where older stock is sold first 

FMCG: Everyday goods that are sold quickly, like groceries 

GPS: System used for real-time tracking of deliveries 

HSE: Health, safety, and environmental protocols 

KPI: Metrics to measure performance in logistics, like delivery speed 

LCL: A shipment that does not fill a full container 

LIFO: Inventory method where newer stock is sold first 

LMD: Focuses on the most critical phase—final delivery to the customer 

OTP: Unique code sent to verify delivery or transactions 

POD: Confirmation that a package has been successfully delivered 

POS: Transaction point where sales are completed 

RFID: Technology to track packages using radio waves 

RTO: Process of returning undelivered packages to the seller 

SKU: A unique identifier for each product type 

SLA: A legal agreement defining service delivery expectations 

TAT: Time taken to complete a delivery 

TMS: Software for managing transportation and delivery 

WMS: Software for tracking and managing inventory in warehouses 
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FURTHER READINGS 

Code of Conduct Resources: https://www.ethics.org/resources/free-

toolkit/code-provisions/ 

Data Security Essentials: Cybersecurity & Infrastructure: 

https://www.cisa.gov/resources-tools/resources/cyber-essentials 

Delivery Issue Reporting: Zendesk Customer Support: 

https://support.zendesk.com/hc/en-us/articles/4408843597850-

Contacting-Zendesk-customer-support 

Dynamic Routing Benefits: Geotab Insights 

https://www.geotab.com/fleet-management-solutions/routing-

dispatching/ 

E-Commerce Basics: Investopedia: 

https://www.investopedia.com/terms/e/ecommerce.asp  

E-Commerce Trends: Statista Reports https://www-statista-

com.libraryiimsambalpur.remotexs.in/topics/871/online-shopping/ 

Emergency Management Tips: https://www.ready.gov/evacuation 

Ethical Logistics Practices: Springer Journal 

https://www.tandfonline.com/doi/full/10.1080/13675567.2025.246557

9?src= 

Hazardous Materials: IATA Regulations: 

https://www.iata.org/en/programs/cargo/dgr/ 

Improving Customer Satisfaction: Forbes Insights: 

https://www.forbes.com/councils/forbesbusinesscouncil/2024/09/12/t

he-power-of-satisfaction-how-happy-customers-drive-business/ 

Last-Mile Delivery Solutions: McKinsey Insights 

https://www.mckinsey.com/industries/logistics/our-insights/digitizing-

mid-and-last-mile-logistics-handovers-to-reduce-waste 

Lean Practices (5S): https://www.epa.gov/sustainability/lean-thinking-

and-methods-5s 

Logistics and Transportation: Logistics Bureau: 

https://www.logisticsbureaugroup.com/ 

Order Fulfillment Centers: Amazon Resources 

https://sell.amazon.in/grow-your-business/amazon-global-

selling/blogs/order-fulfillment 

Packaging Standards: Packaging World 

https://apaengineering.com/compliance-blog/packaging-regulations-

essential-guide-for-industry-professionals 

https://www.ethics.org/resources/free-toolkit/code-provisions/
https://www.ethics.org/resources/free-toolkit/code-provisions/
https://www.cisa.gov/resources-tools/resources/cyber-essentials
https://support.zendesk.com/hc/en-us/articles/4408843597850-Contacting-Zendesk-customer-support
https://support.zendesk.com/hc/en-us/articles/4408843597850-Contacting-Zendesk-customer-support
https://www.geotab.com/fleet-management-solutions/routing-dispatching/
https://www.geotab.com/fleet-management-solutions/routing-dispatching/
https://www.investopedia.com/terms/e/ecommerce.asp
https://www-statista-com.libraryiimsambalpur.remotexs.in/topics/871/online-shopping/
https://www-statista-com.libraryiimsambalpur.remotexs.in/topics/871/online-shopping/
https://www.ready.gov/evacuation
https://www.tandfonline.com/doi/full/10.1080/13675567.2025.2465579?src
https://www.tandfonline.com/doi/full/10.1080/13675567.2025.2465579?src
https://www.iata.org/en/programs/cargo/dgr/
https://www.forbes.com/councils/forbesbusinesscouncil/2024/09/12/the-power-of-satisfaction-how-happy-customers-drive-business/
https://www.forbes.com/councils/forbesbusinesscouncil/2024/09/12/the-power-of-satisfaction-how-happy-customers-drive-business/
https://www.mckinsey.com/industries/logistics/our-insights/digitizing-mid-and-last-mile-logistics-handovers-to-reduce-waste
https://www.mckinsey.com/industries/logistics/our-insights/digitizing-mid-and-last-mile-logistics-handovers-to-reduce-waste
https://www.epa.gov/sustainability/lean-thinking-and-methods-5s
https://www.epa.gov/sustainability/lean-thinking-and-methods-5s
https://www.logisticsbureaugroup.com/
https://sell.amazon.in/grow-your-business/amazon-global-selling/blogs/order-fulfillment
https://sell.amazon.in/grow-your-business/amazon-global-selling/blogs/order-fulfillment
https://apaengineering.com/compliance-blog/packaging-regulations-essential-guide-for-industry-professionals
https://apaengineering.com/compliance-blog/packaging-regulations-essential-guide-for-industry-professionals
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Reverse Logistics: Reverse Logistics Association 

https://muckrack.com/media-outlet/reverselogisticsassociation 

Shipment Handling Best Practices: UPS Guidelines: 

https://www.ups.com/assets/resources/webcontent/en_GB/packaging-

guide.pdf 

Supply Chain Management: Supply Chain Dive: 

https://muckrack.com/media-outlet/supplychaindive  

Tracking Systems Overview: Shopify Blog: 

https://www.customerlabs.com/blog/ultimate-guide-to-improve-event-

tracking-for-shopify/ 

Workplace Safety Regulations: OSHA: 

https://www.cdc.gov/niosh/learning/safetyculturehc/MODULE-

5/2.html 
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